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ABSTRACT 
 
 
A qualitative study of computer users was undertaken to discover how they made sense of 
Internet information.  Using Dervin's sense-making methodology in interviews, it aimed to 
discover how users bridged gaps when finding information.  How they found ways to 
overcome blocks the information presented to them when trying to fulfill information goals 
gives clues to designers to build better systems.   
 
The analysis of data required using grounded theory methodology to uncover patterns in 
user's actions to find, utilise and manage their Internet information. 
 
What was found was despite individual differences, a commonality of themes emerged 
uncovering reasons for system acceptance or rejection.  Cultural and social issues arose 
ranging from absence of information to the reproduction of offline attitudes and habits.  
The study shows that the Internet and its information exist in a social sphere; information 
and its design reflect the values and attitudes of its creators regardless of intent. 
 
The significance of the study is to show that system design and faults are not limited to 
technical issues.  Specifically of interest to the designer is what user understandings studies 
offer in terms of considering what will help or hinder their user.  Some suggestions to 
overcome such problems are discussed. 
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CHAPTER ONE 
 
MAKING SENSE OF INTERNET INFORMATION 
 
1.1. Introduction 
 
 Information seeking is a task humankind undertakes daily to understand the world 
they inhabit.  A challenge for the information designer is to facilitate fast and accurate 
access to desired information.  This thesis is an exploration of one way of achieving such 
an outcome.  My position is that qualitative methods reveal insightful user issues behind the 
statistical evidence that can be factored into technology design.  Brenda Dervin's (1983a) 
sense-making approach is used to answer my research question which is concerned with 
how users make sense of Internet information.  
 
 This thesis aims to discover, with sense-making as an information gathering 
instrument and grounded theory as an analytic methodology, what assists and prevents 
system users from successful information seeking.  Information seeking and its systems are 
influenced by cultural and social factors affecting user behaviour and responses when 
interacting with technology.   The focus is on a social perspective of user behaviour, aiming 
to show that user experiences with systems can give important clues to successful 
technology design.  It also aims to fill a research gap because a reluctance to see beyond 
technical design issues still pervades system development research.  
 
 
 
 
1.2. Thesis Structure 
  
 Chapter one begins with an explanation of the research question.  The study then 
contextualises the nature of the research, discussing the definitions of information and 
technology, the sense-making approach and what making sense means.  A discussion of the 
importance of this research is included to justify why such studies are needed.  The 
literature review demonstrates how sense-making and grounded theory contribute to the 
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field of information seeking by using qualitative approaches to solving information 
research problems. 
 
 Chapter two discusses sense-making methods and grounded theory and why they 
were chosen for the study.  Their strengths and possible limitations are reported and the 
methodologies defended as choices for the study.  The research and interview procedures 
undertaken and participant profiles are reported and briefly assessed. 
 
 The study's results are reported in chapter three with outcomes from the interviews 
and the issues they raise reported and analysed.  The argument of making sense of 
information is explored with evidence to show what was discovered about users using the 
data obtained from the sense-making interviews. 
 
 Chapter four discusses the implications derived from the results.  The study is also 
reflected on and some conclusions of suggested design strategies offered. 
 
1.3. The Research Question 
 
 This study's research question is; how do users make sense of the information that 
they find on the Internet. 
 
1.3.1. Making Sense and Sense-Making Explained 
  
 To understand the research question the definitions of making sense and sense-
making are clarified here. To make sense is generally to order something in one's mind and 
to possess abilities to perceive or to be conscious of the presence or properties of things.  
When I state participants make sense of the information found on the Internet for this study 
it means that information found by users is perceived to have meaning to them because the 
image, graphic or text assists the user to obtain an information seeking goal.   
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 Additionally a goal of users is to obtain knowledge from located information.  How 
they are making sense of information means what did the user do that ordered that 
information in their minds and was such information helpful or not.  But this process does 
not happen in isolation; it occurs in a social context.  Computer systems are part of a social 
system, an artifact used to obtain knowledge.  They exist because humans have created 
them, and although they are thought of as virtual, interactions taking place on the Internet 
are generated from people.  Information seeking is an act occurring in the social world, 
therefore social aspects impact heavily on decisions to use or reject information presented 
to the user. 
 
 The sense-making methodology bases itself upon the work of Brenda Dervin (1983) 
who states that people construct sense of the world they inhabit.  In this study the 
intersection of the virtual (system) and people (user) worlds that is significant.  Although 
Internet space is considered virtual, forms of social interaction are occurring, that is there is 
an exchange of some sort of knowledge between the user and machine.  It is the success or 
failure of this process that sense-making seeks to examine.   Dervin (1983:2) defines sense-
making as: 
 
…sense-making…is defined as behavior, both internal (i.e. cognitive) and external 
(i.e. procedural) which allows the individual to construct and design his/her 
movement through time-space.  Sense-making behaviour, thus, is communicating 
behavior. 
 
This thesis emphasises that sense-making is a form of communicating behaviour which 
elicits responses from participants' interacting in a social or virtual space.   Social and 
cultural reasons may be tied to the decision to use or reject a system; sense-making can 
elicit information from participants to discover what they are doing with Internet 
information and what suggestions it gives to designers when constructing their information 
systems. 
 
 Dervin's (1983a:7) sense-making theoretical model has three elements this study 
employs.   To illustrate, this how Dervin conceptualised her sense-making model:  
 
SITUATIONS-----------------GAPS----------------------USES 
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Dervin defines a situation as the time and space context of where they found the Internet 
information (Dervin 1983:10).   Sense-making is situational in that what is told by the 
participant can be measured in situation descriptions, that is, the extent the person sees 
themselves as (Dervin 1983a:52): 
 
1. Being in a situation that is unclear 
2. Seeing a situation related to another situation 
3. Seeing the situation as important to them  
4. Seeing to what extent they can deal with the situation 
 
The situation is that thing that the participant defines as something of meaning to them 
taking place in a particular space at a particular time.  It is specific because it puts a 
coherent label onto what they experienced; that is, it allows description of the actual space 
they negotiated and how they felt about where they were.  To say they were in a situation of 
finding information because it was important for them to complete a task is such an 
example. 
 
 Gaps are then explored to see what constrains the participant from reaching an 
information seeking goal.  Dervin (1983a:7) defines the gaps as something that needs 
bridging, an information need or question the user has as they construct sense and move 
through the space.  The question may be as simple as asking why is this happening?  There 
is a description of movement as Dervin (1987a:55) illustrates when the person asks 
questions when confronted by a gap: 
 
1. Where was I (past focus) 
2. How did I get here  
3. Where I am 
4. Where will I be going 
5. How do I get to a place 
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Additionally the person will explore if how they got to a place was a good, bad or neutral 
decision and if it was worth pursuing a particular line of questioning.  The gap is something 
that troubles the person and moves them into a new path or taking the same path with 
compromises.  Sense-making in this study is interested in isolating something about those 
experiences that causes a particular path to be chosen or rejection.     
 
 Uses are the uses to which an individual puts newly created sense, that is their helps 
and hindrances (Dervin 1983a:7).  To clarify, helps are anything that facilitates successful 
information finding, that is, something that allows them to bridge a gap to get the 
information they need.  Dervin describes them as the help or hurt (for this study the term 
hurt is termed hindrance) the person obtained to move past a gap (Dervin 1983a:57).  The 
help could be a person, part of a system, one's own problem solving strategy or possessed 
characteristics (determination to reach goal for example).    
 
 The sense-making model allows the participant to choose a moment in time and 
space (a situation), define it by explaining how they felt at that point, asking what gaps they 
encountered (usually the participant will explain them without prompting for them) and 
finding how they bridged that gap by the uses they utilised.  Often it is required to go over 
this process to find out how they made sense of the information.  Such a technique is called 
circling the experience which allows issues to be explored until the participant is ready to 
move on. 
 
 As illustrated I am gathering participant data from an open-ended interview.  This 
will be further explained in the methodology chapter.  Dervin (1983a:3-5) discusses the 
problem of validity with her sense-making model.  She justifies her model by stating a 
number of relevant premises, three of which apply to this study: 
 
Reality is not complete nor constant but filled with fundamental gaps (1983a:3): Sense-
making assumes that the gap can be generalised because tings in reality are not connected 
and are constantly changing (Dervin 1983a:3).   Participant's needs constantly change as 
they move through and find new information areas. 
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Information is not a thing that exists independent of and external to human beings but 
rather is a product of human observing (1983a:3): Dervin is correct in stating that 
observations tend not to be direct because humans mediate the observing.  They guide the 
selection of what and how to observe and the interpretations of the products of the 
observing (Dervin 1983a:3-4).  Internet information is a product, often subjective, of what 
human beings observe when moving through the layers of that system. 
 
 The interview searches for patterns in how people construct sense-making.  
Emergent patterns show commonalties of use that can give designers ideas on how to 
construct understandable, coherent systems for users.   Sense-making reveals gaps in 
systems that block users from reaching information seeking goals.  This occurs because 
participants impart knowledge of what is occurring in their individual searching moves.  
There is no assumption made that they are consistently acting the same way or influenced 
by the same contexts, social, technical or cultural, when moving though their particular 
spaces.  The research question equates making sense with finding out what users do to 
order something in their mind when seeking knowledge, that is, how do they order 
information so it is meaningful and useful for their goal completion.  It is aimed here to 
isolate how gaps were successfully bridged; what technique of any kind or what resource 
caused system abandonment or successful negotiation of it. 
 
1.4. Definitions of Terms Used  
 
 The terms below are defined to place in context what is meant by using such labels 
within this information research. 
 
1.4.1. Information 
 
 Buckland (1991:2) defines information as a term "used attributively for objects, 
such as data and documents".  Information grows with persistent use and its social value 
expands through its dissemination (Hearn et al 1999:80).  Information is a property of a 
system imparted as a communicative act to a user who may turn it into knowledge (Martin 
1995:22).  Drawing on these suggestions, Internet information are the data and documents, 
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on screen and in hardcopy form, in the form of texts, graphics or other signs that 
communicates some knowledge value to the participant.   It has a social value to the them 
because it expands their knowledge base and either fulfills or assists the eventual 
information seeking goal. 
 
1.4.2. The Internet 
 
 The Internet is the physical hardware and software an individual uses to access 
information, which is connected to global communication networks.  People tend to shape 
the nature of the Internet through their use of the medium, that is, the specific uses they 
undertake when logging onto the system (Lehnert 1998:21).  People are physically sitting 
in front of computer screens navigating their way through a computer network seeking 
information.  Individual components of the Internet will be referred in this study such as the 
World Wide Web, newsgroups, and Electronic Mail.    All are part of a large connected 
system that spreads across geographical and cultural spaces. 
 
1.4.3. Systems and Users 
 
  For this thesis, the Internet is referred to as a system because it is a set of connected 
parts forming a whole.  People are part of a whole system because they interact with the 
screens' contents by their navigation choices.  Each participant is called a user of a system 
because they physically access the Internet and utilise its contents through interaction with 
it. 
 
1.5. The Importance of User Research 
  
 This thesis demonstrates the uses of a fine grained understanding of user strategies 
and interaction with systems.  Bates (1979) states that information scientists have long been 
interested in what people do and think in the information seeking process. Making systems 
more user friendly is attributed to academic and industry desires for better systems. Yet in 
the process of trying to build such systems users can be overlooked. Henry (1998:5-6) 
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illustrates that system users overall do not feel comfortable with using a system.  He states 
that there is a wide gap between the user and designer attributed to a lack of usability.  In 
particular, the designer may not allow the user to move through a system in a certain 
expected way. 
 
 Researchers argue that understanding the user is a main factor in knowing what 
features should be present in a system so that it makes sense to the user.  Rowley 
(1996:439) suggests research has stagnated, developing the necessary ways of physically 
storing and sorting knowledge.  The actual systems have been created: 
 
The development of systems for the organization of knowledge and information 
retrieval has reached a plateau, with many of the fundamental systems characteristics 
now tried and tested.   
 
If these characteristics have been consistently tested and created it is often asked what 
accounts for system failure?  Hjorland (1997:4) is particularly critical of a reliance on 
quantitative focused research and ignoring user needs and contexts:  
 
But how can you empirically examine the users' behavior when you do not have an 
adequate model of the users' role in the creation of knowledge or in the development 
of knowledge in a holistic perspective?…The study of user behavior is mostly made 
on the basis of a positivistic theory, and this is assumed to be "objective" research.  
But the users' behavior of course reflects their subjective knowledge and attitudes.  
These subjective attitudes must be interpreted in some way.   
 
Hjorland's assertion is that the strategies and intentions of users when they negotiated a 
system are not always a consideration in design.  Although he is seen as being critical 
towards positivist information research, Strauss (1987:2) argues qualitative research pays 
close attention to situational and structural contexts.  
  
  This thesis takes an approach where I attempt to consider user issues before 
building an information system.  There is no suggestion that the system will be successful 
once built.  But qualitative methodologies address a greater depth of different issues that 
can impact on system use.  It is argued here that information system/retrieval research 
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needs diverse research methodology; the consistent problem researchers encounter is that 
building a good system needs "knowledge of many diverse phenomena - phenomena that 
run the gamut from the technical realm to the social and behavioural realm." (Weber 
1997:15).   
 
 In identifying specific strategies that designers can use Harris and Dewdney (1994) 
have suggested six principles that account for information seeking success.  Drawing on 
their suggestions, three of their principles are appropriate in this study (Harris and 
Dewdney 1994:20-27): 
 
1. Information needs arise from the help-seeker's situation 
2. The decision to seek help or not to seek help is affected by many factors 
3. Information seekers expect emotional support 
 
The authors drew such conclusions from basing their questions on the sense-making 
approach, giving suggestions that these are the finer grade understandings users have when 
approaching information needs.  It illustrates that the reasons for information use and 
rejection are not always based on technical or cognitive explanations. 
 
 The research question is important because contexts, both social and cultural do 
impact on system acceptance.  This thesis has not arbitrarily chosen sense-making and 
grounded theory as methodologies of collection and analysis.  Qualitative research gives a 
depth of knowledge from the user not always available in quantitative approaches, and 
shows what gaps occur that prevents successful information system design and negotiation. 
 
1.6. Literature Review 
 
1.6.1 Information Research 
 
 At the core of this thesis is the argument that users making sense of information 
holds clues to better system design.  Yet the literature will demonstrate that whilst 
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information studies have become user focused, system use failure still occurs.  Khun 
(1996:275) stated that the information professional or software designer has the luxury of 
choice whilst the worker must live with the constraints imposed by that system.   
Information research should attempt to find out such constraints to overcome bad system 
design. 
 
 Dervin and Schaefer (1998:11) are critical of information design and its creators on 
a broad scale but succinctly encapsulate a major point of this thesis, that is, the dangers of 
ascribing personal values and assumptions onto users without even partial consultation: 
 
In short, our ideas about information and our ideas about people force us to 
assumptions which inscribe and imprison information design as merely a tool and 
ultimately a not-so-effective or efficient tool. Because of these assumptions, there is a 
divide between what we genuinely know about human beings and what we are 
willing to pay attention to. 
 
This statement also shows the value of taking user understandings of systems seriously.  An 
ability for the designer to allow users to tell them what they do or do not understand about 
the system or information medium is valuable.  This is because the designer should not just 
seek expected reasons for system failure.   For example, a software engineer is often 
unaware that social and cultural aspects may be impacting on the use of software, assuming 
the problem is technical in nature (such as poor coding).  Nielsen (1999) is particularly 
critical of the ignorance web designers' show when it comes to understanding the cultural 
messages of computer icons in a system.  Meanings are not shared by cultures or 
individuals in every case; what makes sense to one actor may not to another.  But in trying 
to gain user understandings, a professional problem Abels, White and Hahn (1998) 
suggests that there has been the lack of coordination among professional groups and a 
failure of one group to build on what can be learned from others.   
 
 Information studies aim to understand something in the social world, using multi-
disciplinary approaches to explore and explain phenomena. Information seeking is only part 
of understanding how users make sense of the information they are obtaining from the 
Internet.  Models of information seeking by Belkin (1980) and Marchionini (1995) report 
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the technical strategies users to achieve a goal are: need recognition, system selection, 
query formulation, execution of query, examination of results and reflection of results.  In 
this thesis it is the results of user understandings and their consequences being investigated.  
However, Marchionini's studies explain the cognitive processes my participants are 
engaging in on the Internet.  Choo, Detlor and Turnbull (1999) built on Marchionini's 
information seeking model finding that workers in the study engaged in complementary 
modes of information seeking.  But a significant conclusion reflective of information and 
user understanding studies is that using qualitative and quantitative methods in a single 
study "composed a more nuanced portrayal of how individuals seek and use Web-based 
information in their natural work settings" (Choo, Detlor and Turnbull 1999:14).  This 
indicated that the culture and social interaction present in the working environment 
impacted on information seeking not just technical reasons. 
 
 A sample of other studies demonstrates the move to consider cultural and social 
factors in information system design.  One study started with the assumption that 
information-gathering professions such as journalists were assumed to be heavy Internet 
dependent users (Nicholas and Williams 1998 cited in Gaslikova 1998).  But the results 
indicated deep conservatism in journalism culture because of the lack of time to experiment 
with the Internet.  Their cultural concern of valuing time constrained their ability to use the 
medium to gather information.  This indicated the journalist as a user understood the 
Internet to be time consuming; therefore, it was underutilised as an information resource. 
Levin's (1991) similarly found that local government officials valued order in finding 
information but their record keeping systems were disorganised. Consequently, the policy-
making documents lacked completeness resulting in embarrassment for politicians.  This 
culture understood that an information system should be highly organised but the systems 
did not support this.  In turn it had a social consequence of political ineptitude being 
displayed. 
 
 Additionally Leckie, Pettigrew and Sylvain (1996) found that engineers relied on an 
oral culture preferring the spoken word in information finding from colleagues rather than 
using electronic systems.  The significance of these studies lies in illustrating what can 
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occur if holistic issues in system design are ignored.  System success is tied to culture; what 
was missing, as these examples show, was that individual values cause system rejection if 
they are not taken into consideration in system design.  Wilson states that "human 
information behavior is now a well-defined area of research in information science, and 
research is beginning to show the benefits of accumulated knowledge" (Wilson 2000:53).   
Understanding user responses to information and system designs, as the research 
demonstrates, means not expected traditional answers to information problems.  Cultural 
and social influences are also part of user understandings as technology operates as part of 
a society, not outside it. 
 
1.6.2. Sense-Making 
 
 There exists a large and diverse body of research using Dervin's sense-making 
approach.  A common theme in the literature is finding out how people in their situation 
overcome blocks to progress.  Sense-making focuses on the "individual-in-context, 
including social context" and attributes structure, culture, community, organisation as being 
created in communication (Dervin 1996:3).  Internet technology and its computer networks 
are artifacts that reside in some form of social context. 
 
 An example of such sense-making studies is Coco's (1998) study on Catholic's 
making meaning.  She found that if persons raised Catholic described situations in similar 
ways they would act in similar ways to bridge gaps in understanding the conflict between 
acting in the world as individuals and the collective expectations of the Catholic faith.   In 
resolving such conflicts the participants' actions varied with their original definition of the 
conflict.  They bridged their conflict gaps according to their individual perspectives that 
was inclusive of, but not directly attributed to, race, gender, class or other standard 
variables.   
 
 Madden (1999) in her study on sense-making of environmental messages found that 
the environment campaigns did not work but not for expected typically accepted marketing 
reasons.  Again participant understandings of the situation determined the participant's 
perception; ignoring environmental messages was not due to age or gender reasons.  They 
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felt blocked by the medium of television that trivialised environmental degradation, in turn 
not seeing themselves as part of such a process.   
 
 Cardillo (1999) found in sense-making studies of adolescent illness that lived 
experiences told more about the failings of health care systems than statistical evidence.  
Power structures in medical institutions constrained adolescents from being comfortable 
with seeking assistance when ill.  Another example of understanding institutional blocks to 
achieving individuals' goals is Lawley (1999).  She found in the her study of student 
attrition from United States library science doctoral programs that blocks were both 
institutional and self inflicted, resulting in a loss of their place at the university.   Through 
sense-making studies, it was found students had deeper reasons about leaving because of 
institutional blocks than quantitative evidence suggested.  A lack of program structure and 
pre doctorate decision support was found to be major reasons for leaving.  Again the 
literature draws the conclusion that participants' understandings of what blocks their 
progress is not directly attributed to expectations the researcher can impose on a study. 
 
 Schaefer (1999) supported the idea of redesigning systems through paying attention 
to the language used in on-line environments.  His main suggestion was that users felt more 
comfortable to share information on-line if the system was designed from human sense-
making moves, such as information sharing facilities and moderated message boards.  
Schaefer's study demonstrates that even a subtle shift in system design such as adding user 
friendly additions can add to the successful use of an information system.  This is because a 
cultural context was discovered through sense-making studies and that adding such features 
bridged gaps for the user.   
 
 All these studies demonstrate that sense-making allows the user to give their 
understandings of a problem and how they move past the blocks and bridge gaps to attain 
whatever goal they are seeking.  Despite their diversity, they relate to this study because 
they found different and unique reasons for what helped or hindered people in their defined 
situation. 
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1.6.3. Grounded Theory 
 
 To allow a systematic way of analysing participant data grounded theory is chosen 
as an analytic technique for this thesis.  It was created by Glaser and Struass (1967) who 
formally described this analytic method: 
 
 A grounded theory is one that is inductively derived from the study of the 
phenomenon it represents…it is discovered, developed…verified through systematic 
data collection and analysis of data pertaining to that phenomenon…one does not 
begin with a theory, then prove it.  Rather, one begins with an area of study and what 
is relevant to that area is allowed to emerge. 
 
Glaser critiques his process positively offering the premise that theories can emerge from 
the data under investigation, especially using the coding techniques the authors developed.   
Here Glaser (1999:2) characterises how the researcher needs to approach this methodology: 
 
The grounded theory researcher has three important characteristics: an ability to 
conceptualize data, an ability to tolerate some confusion, and an ability to tolerate 
confusion's attendant regression.  These attributes are necessary because they enable 
the researcher to wait for the conceptual sense-making to emerge form the data. 
 
The important factor in grounded theory research is the allowing of data to show an 
emerging theory without the researcher imposing a set of their values on the study.   
 
 Strauss and Corbin (1990) specifically defined grounded theory as discoveries to 
emerge from data.  Like sense-making, these discoveries are driven by the context of the 
participant; the experiences they impart of gap bridging.  The process involves the reading 
of interview data paying attention to specific terms, language use and paragraphs, and 
isolating such terms.  They are then labeled into categories of the researcher's choice.  The 
process undertaken is reported in chapter two.  It seeks to find patterns and causality in 
participant experience, allowing a theory to emerge from the data.  Glaser and Strauss 
(1967:24) state that empirical generalisations are part of the analysis process: 
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Our goal of generating theory also subsumes this establishment of empirical 
generalizations, for the generalizations not only help delimit a grounded theory's 
boundaries of applicability; more important, they help us broaden the theory so that it 
is more generally applicable and has greater explanatory and predictive power.    
  
The point of these authors's statements is that generalising is a part of the grounded theory 
process.  Whilst this can be contested by researchers, grounded theory's use has been 
extensive and its validity generally accepted in disciplines.    
 
 In creating theory data analysis is an iterative process "involving constant 
comparison which leads to the gradual development and refinement of theory grounded in 
the data " Tuettemann (1999:5).  Comparing themes for causality is a technique aimed for 
in this study.  Following on from this, grounded theory has been extensively and 
successfully used in many types of research disciplines.  Two brief examples that show the 
leap from grounded theory's use in social science research to "business" type research 
include Norris (1997), who demonstrated that the techniques could be applied to 
researching a management accounting problem, providing insight into manger's attitudes 
towards deciding to use complex accounting methods.   Recently, Locke (2001) suggested 
that grounded theory is useful in management research, claiming that subjective 
experiences of researchers are credible even in such traditional quantitative disciplines 
(Locke 2001:61).  
 
1.7. Chapter One Summary 
 
 This chapter has introduced the study, defined terms, justified why it is important 
research and placed itself amongst the diverse area of information research.  The 
methodology of the study is now discussed. 
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CHAPTER TWO 
 
RESEARCH DESIGN: METHODOLOGY AND METHODS 
 
2.1. Introduction 
 
 Sense-making and grounded theory are the two qualitative methods chosen for this 
study.   I argue that qualitative methods for this study allow the possibility of uncovering 
varied and many reasons for system success/failure quantitative methods may not allow.  
This chapter explains procedures followed in the research and how the sense-making and 
grounded theory methodologies were used. 
 
2.2. Procedure  
 
2.2.1. Participant Choices and Profiles 
 
 Five participants only were selected for interviewing due to time constraints.  
Gender, ethnicity and other social factors were not considered in the selection.  Males were 
not consciously chosen; people were chosen at random and only men were willing to 
participate.  Ethical clearance was applied for and a methodology guide using sense-making 
structured interviews constructed.  The interview location was by participant choice; three 
preferred to be interviewed at their homes for their own undisclosed reasons whilst the 
other two interviews occurred on University of Queensland premises. 
 
 Pseudonyms are used in this study to protect anonymity.  The five participants' 
profiles are: 
 
Callum:  35, Part Time Data Collections Officer 
Darryl:   35, Hospitality Worker 
Ivan:   63, Retired 
Richard:  42, Unemployed 
Don:   31, Unemployed 
 
Confidentiality of information was assured and permission to be interviewed given verbally 
by the participant.  The interviews were approximately under one and a half-hours in 
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length, transcribed from audio tape within days and the tapes stored in a locked secured 
place at my home.  
 
 In order to illustrate examples interview text is indicated by the use of (D1 520-
536).  This lists in shorthand the name of the participant and the line numbers.  To avoid 
confusion Darryl is labeled D1 and Don D2.  
 
2.2.2. Structure of Interview 
 
 In chapter one the sense-making model of situation-gap-use was explained.  The 
actual interview process used here is called by Dervin (1983a) the micro moment interview. 
Here the participant is asked to detail what occurred in a situation step-by-step, then they 
are asked what they did to understand or make sense of the information they encountered 
(Dervin 1983:10).  This also sets the time and space context of where they found this 
information.  The interview is open-ended but structured; the aim is to guide the participant 
in a direction allowing them to impart their experiences with Internet information.  Dervin 
(1983a: 20) advises neutrals questioning because it is content free and taps situations and 
gaps by questions such as what happened? what blocks hinder you? without controlling the 
participant to give information the interviewer wants. 
 
2.2.3. Reflections on the Sense-Making Interview 
 
 Previously, the justification for this approach comes from a belief that a qualitative 
approach reveals deeper levels of reasons for what social actors do in the world.   Sense-
making takes practice, the main problem occurring was remaining as detached as possible 
during the interview process.  I found it difficult in the first two interviews not to dig for 
specific answers.  By contrast, Cardillo (1999) stated that the repetitiveness of questioning 
of her subjects was not problematic; in fact the major advantage here was it gave structure 
to the interview, yet lets participants impart their own knowledge and experiences about 
information use. 
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 However, the examples of sense-making reported in the literature review did not 
address the problem of the clinical nature of asking questions nor the time it takes to 
become proficient at the skill of sense-making questioning.  Allowing the participant to 
impart their own experience is easy, yet the way the questions are asked can be difficult.  
To illustrate, Dervin (1983:32) used this way of asking from a study on university 
communication student: 
 
Was it easy, hard, or impossible to get an answer? 
Hard. 
 
Did you get an answer? 
Partial. 
 
How did you get an answer? 
I reasoned it through, figured my inexperience is why. 
 
By contrast, I found it difficult, especially in the early interviews, to always try to remain 
clinical and detached from eliciting participant responses.  For example (C 339-344): 
 
…even though you had the situation where you were looking for things and you 
didn’t find them did you still employ any particular management techniques when 
you were searching for information.  Now when I say management techniques did 
you write things down, record things, record any information that may have been 
helping you to find what you want? 
 
This illustrates the difference between the consistent use of sense-making and beginning 
such research.  Here I prompted for types of information management techniques, leaving it 
open for the accusation that I was trying to influence participant responses.  A way to 
redress this comes simply from consistent practice of sense-making interview, something 
that did occur as more participants were interviewed. 
 
 Validity is also an issue, where "validity refers to the accuracy and trustworthiness 
of instruments, data and findings in research" (Bernard 1995:38).  I argue sense-making is 
accurate and trustworthy because the data is coming from actual participant experience 
defined by the participant.  The interview must try to avoid answer prompting, the 
transcription must be accurate and transparency at all levels of research needs to be adhered 
to.   On reflection, I feel this was achieved. 
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2.3. Data Analysis Using Grounded Theory 
 
 Grounded theory criticisms have concentrated on the its research validity.  Miller 
and Fredericks (1999) reflect well the question of how does the discovery of data prove its 
validity.  The formulation of theory as a discoverable process is highly subjective and 
perhaps biased by researcher interest.  Dey (1999) strongly questions how researchers can 
value one category over another and that counting categories is important in seeing patterns 
emerge.  Strauss later collaborated with Corbin (Strauss and Corbin 1990) to extend the 
coding to include the process of axial coding as a means of further validating the checking 
of created concepts.  Despite valid criticisms, grounded theory acts in this thesis as a way of 
analysing what phenomena is occurring that arises out of sense-making.  
 
 I have chosen this methodology because it allows me to code and classify what 
phenomena is happening.  Out of these codes emerges themes that reflect what is 
happening to the participants, but I allow them to reveal their issues to me. Finally, such an 
analysis aims to find patterns amongst the participants to see that, although each user has a 
unique experience on the Internet, commonalties hold significant clues to what is 
happening on a systematic level. 
 
2.3.1. Method Used 
 
 The grounded theory, based on Glaser and Strauss's (1967) research procedure 
consists of: 
 
• Finding and inferring possible patterns of phenomena 
• Framing the patterns within a concept 
• Knowing the background of the material 
• Understanding what is relevant to keep focus 
 
This procedure begins with the interview data being read carefully several times and an 
initial category applied.  For example, not finding information may be labeled "information 
hindrance".   The purpose here is to begin to see themes emerging from what participants' 
say about their making sense of information.  An initial list of labels devised were: 
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• Exploration 
• Getting Help 
• Group Help 
• Information Blocks 
• Information sharing 
• Knowledge 
• Personal information disclosure 
• Ritual 
• Habits 
• Power 
• Self-help 
• Social custom 
• Social interaction 
 
To illustrate this, some examples that give rise to these labels are taken from Darryl's 
disclosed data: 
 
See, look, sit, gathered (exploration) 
 
Knowing, confirm opinion, informed, knew, validate, armed with information, power over 
(power/knowledge) 
 
Posted experiences, people's experiences (group help) 
 
Still read books (get help) 
 
Chat with people (social interaction) 
 
Labels: 
 
• Exploration 
• Get help  
• Group help 
• Power/knowledge 
• Social interaction 
 
The language used by the participants is particularly examined and intuitively linked.  This 
is done by examining both the grammatical features (nouns and verbs) and causal 
explanation terms used.  This is because the words in isolation and sentences tell me the 
experiences they are having on the Internet.  For example Darryl says (D1 43-44): 
 
"So yeah I basically went on the Internet to see what was on there and found a whole heap 
of stuff" 
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This illustrates grammatical features that indicate what the participant is doing in a situation 
(went on, see, found). 
 
Callum gives an example of a hindrance (C 447:450): 
 
"I was searching for articles and it got to a certain point where, as I said, you had to register 
and put in a password and then you get to another stage where you had to, you couldn’t 
download the articles without actually purchasing" 
 
This illustrates a cause for the hindrance of making sense of information.  The participant 
will not disclose personal information to get information.  He is blocked from attaining a 
goal.  What both examples show is the actual data types being examined to answer the 
research question.  So grounded theory's procedure is: look at the actual words and 
grammar used, assign labels to the words used and then list what themes emerge from those 
labels.  For example, the labels of "get help" and "social interaction" is given the theme of 
"social action".  Again the criticism of subjectivity in research emerges; however, common 
sense reasoning operates here based on what labels are felt to match the meaning of terms.  
The label "social interaction" encompasses the theme of "social action".  Other problems at 
this stage include the simplistic labeling; social is not yet clearly defined, just intuitively 
given such a term.  The researcher draws on the accumulated knowledge from previous 
studies, but at this stage the meaning of a complex term like social may not be fully 
clarified.      
 
 Strauss and Corbin (1990) then suggest another level of data analysis called axial 
coding.  What is sought by this coding is finding patterns of themes spread across the 
participants' data.  It especially allows major themes to emerge in the actors' view that is 
helping or constraining them from achieving an information goal.  Connections between 
themes are formed and certain themes disregarded.  To illustrate, I examine the frequency 
of the labels: 
 
Prepared to pass knowledge on (social interaction) 
 
Couple of postings from people, people had tried, people post answer, common interest 
group, pretty willing to sit down and type, I didn't get ignored, very helpful, took the time 
(group help) 
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Communicate with people (social interaction) 
 
Doesn't tell, don't ever intend, aren't interested, ought to say, how you should approach 
(social custom) 
 
These responses come from all the participants; the frequency of occurrence is considered 
and a major theme formed.  Here the use of the word social indicates that the theme is 
likely to be "social action".  However, in the analysis any terms will be defined in the 
context of the data.  Social and cultural are terms which have macro and micro meanings 
applied to people and society. 
 
 To summarise grounded theory in this study, the aim is to allow theory to emerge 
from the data without imposing a researcher's own view on the data.  It also aims to see if 
patterns are occurring across participants' response (again appreciating that everyone's 
experience on the Internet is unique) and to see if causality has occurred.  In particular, it is 
important to isolate the actual thing that stops people bridging the gap between them and 
their information goal.  It is stated here that such uses will not always be technical reasons.  
That is not to impose a view on the data, just to bring awareness that an explanation for 
system failure may not just be the physical nature of the system (the page look, navigation 
buttons or poorly written text for example).   My aim is to investigate and suggest that a 
finer grade of analysis may emerge from the data that does not hold accountable the 
technical features of a system. 
 
2.4. Chapter Two Summary 
 
 Sense-making and grounded theory are chosen because they allow a level of 
flexibility and approach answering the research question without the constraint of 
quantitative methodology.  Whilst both methods may be critiqued as being highly 
subjective, studies, illustrated in the literature review, pointed to the validity of both 
methods in successfully uncovering reasons for the actions of actors in any sphere of 
society.  The results of using these two methodologies are presented in the next chapter. 
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CHAPTER THREE 
 
RESULTS AND FINDINGS FROM INTERVIEW DATA 
 
3.1. Chapter Introduction 
 
 This chapter reports and analyses the results found from employing sense-making 
and grounded theory methodologies.  An overview of results is presented followed by an 
analysis of participant data.   
 
3.2. Overview of Results 
  
 This study suggests that the effects of cultural and social factors impact heavily on 
how people make sense of Internet information.  Each of the participants defined a situation 
of seeking some form of information to help them achieve a particular goal.   This took 
place in a specific time and space context, though the Internet itself was the space they 
negotiated.  They came to a gap, a block in some form that prevented them at that point 
from moving to the desired state.  This gap needed to be bridged by several strategies, for 
example seeking some form of help from the Internet or others, obtaining some other 
information or forming their own ideas.   The uses to which they put these gap bridging 
items then determined if they continued on their path in the system.   For example if a 
participant received different information about how to get past what is blocking them and 
it worked it helped them make sense of the information.  If it did not work, for example the 
resource or information obtained did not get them to the eventual goal, it was said to hinder 
them from their desired state. 
 
 In the process of achieving their information goals they overcome chaos, they 
persisted in obtaining helps and they ordered the information in their mind.  I am using in 
this thesis descriptive analysis to discuss the results because "description leads to a search 
for an explanation of what is discovered…a desire to understand (Congalton and Daniel 
1976:15).  Sense-making provided the descriptions whilst grounded theory provided a 
scientific means of analysis to uncover patterns in the interview data.   Therefore the 
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generated interview data was analysed in terms of the actual words used in the participants 
situation.  Generally issues that occur in the offline social world are operating when 
information is being sought.  These themes shape the decisions users take in deciding if the 
information is worth pursuing to attain their goal.  User understandings in these results tend 
to be influenced by structures found in the social world especially if they help or hinder 
them getting to the goal.  These helps and hindrances users tell me are the themes discussed 
in this analysis and answer how they make sense of Internet information. 
 
3.3. Themes Discovered from Participants 
 
3.3.1. The General Theme of Power 
 
 Power was the first category to emerge from the data.  Forms of personal and macro 
power operate within the information structures negotiated by my participants.   The 
problem with the label is that the data suggests it occurs on several levels.  It is used in a 
positive way by the participants because the information helps empower them to gain a 
substantial and important goal.  This occurs twice with Darryl and Richard who bridge a 
gap leading them to gaining their will in a social situation.  Will means their desire to 
achieve something facilitated by the information they found off the Internet.  Although at a 
societal level Max Weber gives a definition of power reflecting the concept of imposing 
one's will on someone or something Weber (1957:152): 
 
'Power' (Macht) is the probability that one actor within a social relationship will be in 
a position to carry out…own will despite resistance, regardless of the basis on which 
this probability rests.  
 
So what is suggested in this study is that there emerges a theme of power; information uses 
(those things the participants use to put newly created sense to, that is, helps and 
hindrances) are utilised very well, indicated that participants are making sense of 
information as an information seeking strategy. 
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 To illustrate this claim, the first example is Darryl who wants to purchase a Holden 
Gemini car.  His actual defined situation is he is seeking information from the Internet 
before going to see the salesperson.  He considers it an advantage to know as much as 
possible about the car because he wants to avoid the salesperson forcing him to purchase a 
car that may be in poor condition.  The gap was what sort of information he could use to 
further his desire to have control over the purchase.   He was initially hindered by the use of 
the word Gemini (D 75- 79) 
 
Oh yeah I just typed in the name of the brand of the car which was a Holden Gemini 
and just followed that.  Yeah, there was a lot of stuff that probably wasn’t really 
relevant because Gemini being a star sign as well you also got a lot of the astrology 
sort of stuff so you had to like pick through it.    
  
Yet despite this name obstacle he persisted in the search process by picking through the 
various layers of search results.  His strategy was to use different combinations of searching 
terms (D 106-114): 
 
No, not really, it was only, I suppose it comes down to again what the information 
you are putting to search for in the first place.  You can try different ways around it, 
you can go Gemini, put that in as the subject sort of thing you know, obviously that is 
a pretty wide category so then you might try Gemini and then Holden afterwards, and 
you may sort of, they bring up things that have Holden in them, like Holden cars the 
history of all this sort of stuff.  Again it comes down to you’re only going to get out 
of it the information that you put into it, you know what I mean.    
 
Darryl feels here that by combining different search terms it helps him arrive at the specific 
information he wants, that is, the Holden. 
 
 What arises from this is that Darryl moved past gaps by viewing the Internet as a 
tool to gather knowledge but also to validate what he already has in this mind.  He orders 
the information so it forms a logical argument in his view that will prevent the salesperson 
selling him an unwanted car. Darryl expresses this at this point (D2 521-527): 
 
Oh it certainly made looking for a car a lot easier and you would go into a car yard 
and you know you would appear to be knowledgeable so that you know I suppose it 
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gave you the power over the salesperson in that they could not give you the usual 
bull, you know oh look here don’t worry about that and all this sort of thing.  You 
saw something you knew wasn’t right you could turn around and say oh well look 
sorry mate not interested bang bang bang these are the reasons why. 
 
He made sense of the information in that he was confronted with the gap of vast amounts of 
information by using the words Gemini and Holden on the Internet.  But his persistence at 
continually searching and breaking down search terms showed he used self-help to bridge 
his gap.  Modifying the term allowed him to track down information he felt contributed to 
his confidence level when approaching the sale.  This is a form of self-empowerment where 
Darryl made sense of the Internet information by continuously modifying his search 
approach.  As he illustrates here his goal was achieved because he moved past the 
hindrances of too much information generated by the search term Gemini (D1 286-292): 
 
Oh yeah without a doubt I was certainly able to go out and be able to speak 
knowledgeably on things like, you know ask questions.  Don’t ask me what those 
questions are now but I do remember there was a couple of things that had prompted 
me to ask when I actually brought the Gemini that I have got now, you know.  So 
yeah, yeah I suppose that information was just a consumer confidence type of thing 
more than anything else. 
 
Darryl's example illustrates the sense-making process in this way.  He defined his situation 
as needing information to be confident and appear knowledgeable in his offline interaction 
with the salesperson.  The gap for him was getting access to the views and opinions of 
Holden owners.  A hindrance was the use of the word "Gemini" which brought up astrology 
sites.  Darryl's behaviour indicates he seeks a form of personal power, or empowerment, 
using the information to gain his will in a social situation.  Therefore, this example 
illustrates that he uses the Internet as an information gathering tool will a view to gaining 
his will over a potentially more powerful social action, that is, the salesperson who 
possesses specialist knowledge about the car.  Darryl seeks to match that knowledge though 
the information and the outcome is a positive experience for him. 
 
 This assessment of the overall sense-making process for Darryl occurred in the data 
a second time for Richard.  His information need was motivated by a desire for justice, so 
he defined his situation as the desire to help his family gain back their property.   He used 
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the Internet before the court case was due to be heard.  The trumpet (the object at the centre 
of the suit) had a serial number that was crucial to winning the case.  His situation is unique 
because the information he found did provide him with the power to win the court case 
(R1005-1025): 
 
Part of the thing was the band disputed that the trumpet was a particular model and 
what I needed to find out on the Internet was whether a trumpet of this serial number 
made by a company that is out of business would be the trumpet they described and I 
went to all sorts of music sites.  I just trawled them for any information on trumpets I 
could find.  I eventually got onto a serial number list of these trumpets and sure 
enough I could pinpoint the date of manufacture to the month of what it was.  So I 
handed them this information and they were sort of quite happy with that.  A couple 
of the sites I went to I just put in little E-Mails, this is the problem I just want to find 
whether this trumpet has this serial number with the so and so.  I eventually got a 
reply back from a guy who said I’ve got one that’s the same model and its five serial 
numbers short of yours, it would have to be.  Now what are the odds of finding that 
on the other side of the world?  So they went to court armed with all this information, 
the date, the serial number, the manufacturers web site but its out of business now its 
somebody else, this is an E-Mail from somebody who is in some music club in the 
States who said well this trumpet number is several numbers away from yours so it 
has to be in the same batch, it has to be the same sort.  That way their case collapsed, 
the other people’s case collapsed because they were pinning in on not being able to 
prove this trumpet was in fact that but they didn’t. 
 
He used the helps to bridge the gap by being persistent in contacting various sources.  
Using Weber's definition, Richard has obtained a form of power because he has maximised 
the probability that he will move into the position to carry out his will of winning the case.     
 
 
3.3.2. Control Over Technology 
  
 I also found that certain parts of a system do help bridge gaps successfully.  The 
management of collected information was important to four of the participants and again 
the theme of self-empowerment became evident.  Weber's power definition does not fit in 
this analysis, yet this category illustrates that systems can provide helps (things that 
facilitate organising information) that allow users to impose a form of order, and to a minor 
extent their own will.  Control in this context is defined as a desire for dominance over 
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something.  To illustrate this Don, for example, felt that the Windows 98 operating system, 
in particular its folders, was a help in information location, making him able to control the 
data located in his system (D2 367-373): 
 
Well for instance when I am doing the web sites for my web site design stuff, I have 
folders called text, folders called images and I have the web file folder.  Anything that 
is work-in-progress, like if I have an image that isn’t in GIF format yet which isn’t 
web ready I put in the image folder in the work-in-progress folder so I know I have a 
copy of the image already, all I have to do is just extract it out and put it into GIF 
format and then put into the web ready folder.  It sounds a bit more complex then it 
is. 
 
This tells us that Don is bridging the gap by his desire to order information within 
Windows 98.  What is significant is that he does not report the system as being a constraint 
on him; rather it is a help to sort information into categories for easier future access.  Ivan 
also utilises the folder system to gain power over data, finding that the system's folders also 
help him retrieve future information well (I 105-109): 
 
I keep a folder in Outlook Express which is, well there is one for Windows 98, one 
for Windows 98 SE, one for Windows ME and when I see a solution to a particular 
problem I actually copy that into that folder and then later on I can use the find 
function to find the heading that I am looking. 
 
 
The desire to have control over collected data is strong in both participants indicating a 
need for them to feel they possess control over their property.  Although the operating 
system imposes its design on them, Ivan and Don can impose their will and use the folders 
as information helps; something that achieves the goal because they define and are given 
the ability to control their Internet information.  Again it can be argued that the system has 
constrained them by designing it according to a creator's ideal (perhaps something other 
than folders may be better).  But Don and Ivan have defined an objective (a desire to 
possess order in their system), feeling they have control over their collected information.   
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3.3.3. User Dissatisfaction 
 
 Although Weber's definition of power operates at a societal level, what the 
preceding themes have demonstrated is that information helps (both from other people as in 
Darryl and Richard's case, the Internet and systems themselves with Don and Ivan) 
empower users to achieve an information goal.  The nature of the information and the 
desire of the participant to persist in bridging gaps is at a micro level, but still indicates they 
want to maximise the chances of imposing their will on either: the information, the system 
or an offline situation.  But when this is not achieved it can be inferred, but not proven 
confidently, that some external factor or system element has hindered the participant.   
 
 By system failure in a sense-making context, means that the hindrance has created a 
barrier that prevents further system use.  It is suggested that information providers and 
designers may be responsible for such occurrences.  Don's defined a situation where he 
wished to find out from the Internet how to purchase an online E-Commerce business.  He 
also defined a desire to possibly participate in business ownership but was frustrated at the 
process of information access (D2 110-117): 
 
When you had the option for getting more information which I thought when I did 
there was more information on the business but when you were given the option of 
finding information they came back and said they couldn’t give me anymore 
information because of confidentially.  But why didn’t they tell you that no more 
information is coming unless you come in sign that form?  Why do you have to go 
through the process of actually putting down your name and your E-Mail address? 
 
Wanting to protect his identity details blocks Don from successful goal achievement.  This 
provider insisted in an information exchange but Don was unsure what they would do with 
his details. 
 
 The theme of user dissatisfaction and the link to empowerment occurred in Callum's 
information need.  Feeling frustrated because the hindrance could not be overcome 
occurred in Callum's situation where he desired specific newspaper details only available 
electronically.  They wanted personal information, but Callum was unsure what would 
 35
happen if he gave such details.  This theme suggests that information disclosure acts as a 
major hindrance to achieving an information goal.  It is especially undesirable if Internet 
information is not transparent at the start of the page in stating personal information 
disclosure may be needed.  Here Callum illustrates the operation of such a constraint (C 
521-525): 
 
I chose not to in the end for security and that the Internet is a fairly insecure in terms 
of, putting, supplying personal details, because you never know, you don’t know 
where that information is going or who is going to be using it or accessing it so I 
chose not to register with this organisation and sought other ways around it. 
 
What is depicted here is not a criticism of the need to protect information but of the failure 
of the system to tell the participants immediately there is an information exchange needed.   
The will of the information provider to know who is using their system seems, from the 
participant's report, to act as a hindrance that cannot be negotiated. Here Callum bridged 
that gap by choosing to seek the offline newspaper (C 538-544): 
 
C: No I just went looking elsewhere, I just didn’t go back to those   
 articles. 
 
M: So you didn’t use the Internet as a medium to obtain the    
 answers? 
 
 C: Not for those no, I mean you use the Internet, still use the Internet  
 but not for those articles anymore, they weren’t worth the hassle. 
 
From the participant's point of view based on this data the system has failed.  They retain 
power by refusing to divulge reasons and that can result in turning away from an 
information system. 
 
 In these examples the participants felt no use could be made of the information they 
sought.  User dissatisfaction as a theme occurs again because certain features in a system 
promote hindrances.  Richard, for example, defined a situation that using Australian search 
engines caused a major hindrance which could not be moved past (R77-89): 
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Yes, I thought there was a lot of crap that was coming up that shouldn’t of been 
coming up.  One of the ones that does particularly annoy me is the use of keywords 
that are inappropriately used by some web sites.  An example of that is the Crown 
Casino web site uses domain equals au as one of its keywords so if you put it in 
AltaVista for example, and you want to search in only the Australian domain, for no 
matter what you are looking for.  Say you are looking for Vet supplies or something 
and you put domain equals au you will always get a return from the Crown Casino 
because the au domain is one of their keywords so for any Australian site to search 
you will get the Crown Casino popping up which I think is appalling and they should 
be made to change it because it makes the whole experience of searching for 
something a little more difficult. 
 
The use of Australia domain name constrains Richard from bridging the gap of finding 
appropriate information.  It makes sense to him that, in this example, vet supply sites 
should appear first not Crown's site.  He cannot use the information because of this system 
fault.  The search engine site designer may not be aware of this block but if it creates a gap 
the user will likely move to another site to seek information.   
 
 Control and user dissatisfaction has thus emerged as major themes in the study.  
Forms of power (another theme) do exist but such labeling is too broad.  The participants 
are giving examples as to why they cannot bridge their information gap.  Whilst Richard's 
au domain example shows control at a system level, Don's information needs are blocked at 
a micro level by another user.  Don defines his situation as a desire to download music off 
the Napster server, which involves a third party, namely the person who has the song in 
their own computer at another location.  Here Don illustrates the control the other party has 
in completing an information transaction (D225-230): 
 
Yes.  With Napster I actually don’t like it too much anymore because when you start 
downloading a song, many times this happens, the transfer is not complete, it does 
not complete itself because you are actually going into someone’s hard drive and 
accessing the song from there.  So they have to be on-line.  If they go offline for any 
reason then you can’t get the song. 
 
Ivan by contrast feels differently in his situation; the system helps him organise his 
information, return in the future to the site he might need.  He defined the moment as the 
need to frequently visit a part of a site and stated that the designer, although controlling the 
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information transaction, is providing a help to bridge the gap of managing Ivan's 
information (I 500:509): 
 
I: They can establish a cookie on your PC if you chose to let them which are different 
to most sites, most sites just try to whack a cookie in there but on Pinkboard they 
give the option to enable a cookie or not or disable one. 
 
M: So in your case are you saying…or rather do you feel that the cookie does help you 
target in on the information? 
 
I: Oh it does yes it takes you back to the exact area you were looking for each time. 
 
Note that Ivan states the system is giving an option to enable or disable the cookie.  This 
indicates that the designer has thought in advance that privacy may be an issue to users.  So 
whilst Don and Richard felt the constraints of the systems they negotiated and left them, 
Ivan continued to use the site because it gave him the option of choice.  Ivan controlled the 
situation and was helped by the designer to do so.   
 
3.3.4. Language as a Hindrance 
  
 The use of language emerged twice as a hindrance to successful information 
seeking.  Its use here means the information was not in English language.  Richard defined 
his situation as wanting to discover how to obtain employment in another country. He was 
frustrated at trying to obtain a job at Amsterdam airport.  The site itself, he reports, is 
totally in Dutch and does not contain any clear sign that can convert the site into English.  
Granted there are language translator programs on the Internet, but Richard still expected 
some form of help on the site itself (R 523-531): 
 
One other site I was interested in getting some communication with was the Civil 
Aviation Authority of the Netherlands because I heard they were looking to recruit Air 
Traffic Controllers.  So I had an idea to write to them and see if I was within the age 
group of their recruiting process, but the web site was totally in Dutch, they didn’t have 
an English version.  For a country that most of its people do speak dual languages I 
would of expected something a little better than that or an English or cut down version.  
But to be totally in Dutch was disconcerting. 
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This occurred again in Ivan's moment where he defined his need to find information on 
computer hardware.  Here he illustrates like Richard the expectation that the help would be 
available (R523-531): 
 
When I went to VIA and I got a bit frustrated trying to find this file.  I did find it 
eventually but it was not very helpful, probably because they are in Taiwan and they 
are Chinese, without wishing to denigrating the Chinese but it was quite difficult.  I 
was pretty frustrated about that at that time.  Plus the little comment about how this 
card would not work with the VIA chips, that was on a very remote area on the site, I 
just found it by accident you know, just browsing through.   
 
This illustrates that the system may fail because there are, according to the participants, no 
clear signs to go to that allow the site to be understood.  The role of the user becomes 
constrained by the inability of the site to provide an English language translation sign, they 
cannot negotiate with the site and with no useful help leave the gap open. 
 
3.3.5 Institutional Language Use 
 
 Language problems were not unique to the country of origin.  Another theme 
emerging from the category of language was its use by institutions.  It occurred once in a 
situation encountered by Richard where he was frustrated in his situation where he 
expected coherent information from the Australian Taxation Office. When dealing with the 
Australian Taxation Office the information goal was not reached due to the construction of 
acronyms in language.  To Richard B.A.S. was a sensible acronym to Business Activity 
Statement that would bring results as shown here (R 558-562): 
 
If it’s a government site they just make it unnecessarily complex.  The Australian 
Taxation Office is an interesting one.  I typed in their search engine B.A.S. and achieved 
no response whatsoever from that.  The Business Activity Statement, the thing that was 
in the news all the time and yet you put it in the search engine and you get no result. 
 
Richard encounters the block from this government site because what hinders him is that 
the institution makes rhetorical claims that information is easy to find.  However this does 
not occur (R 567-576): 
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I typed in B.A.S. in lower case and nothing happened, B.A.S. in upper case and 
nothing happened.  As I tend to go lower case first some search engines will filter 
specifically if you use upper case and then I tried Business Activity Statement which 
took me to another page that had a link and I was able to find it.  A lot of government 
departments they are full of their own little acronyms and own way of describing 
things and they make their web sites terribly difficult to find their way around.  They 
make a big thing about how all easy it is and people don’t need these pages saying 
welcome to this page click here.  It just takes more and more time.  Most government 
ones are pretty bad. 
  
By contrast Ivan seemed tolerant of such hindrances.  For example in his micro moment of 
wanting to find out the position of a space station through the government institution of  
NASA, he states (I 756-773) 
 
 I: Oh yes, yes it was very good.  In fact I was quite surprised, I   
 expected I  would have to dig through something but it was a   
 very  accurate, very quick thing. 
 
 M: You felt you had to dig through something? 
 
 I: I thought I would have to but it simply a matter of nominating a  
 city and there was the information. 
 
 M: So is that a thing Ivan when you are saying you have to dig  
 through something, is that a major constraint whenever you   
 are looking for information you dislike that about sites that  you have to dig? 
 
 I: Ah, I don’t dislike it.  Its just helpful when the site is written or is  
 actually complied so you can see what you want quickly, that’s   
 very  nice but in the real world you don’t always find that I don’t  expect it.  
 When I find it its good but when I don’t find it I just keep looking for what I want. 
 
The presence of a better search facility is desirable yet Ivan does not expect it.  Again the 
absence of something hinders but does not stop gaps being bridged.  Language used by 
institutions and the way it is used and presented, based on these examples, does not allow 
gaps to be bridged.  Ivan tolerates this, indicating that it would be a help to have an accurate 
search facility, but Richard is actively discouraged by the assumption the search allows 
acronyms to be used.  
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3.3.6. Information Absence 
 
 This emerged as a category several times and means that the presence of a crucial 
type of information is missing.  In turn, it does not allow further negotiation with the 
system; consequently, the gap is not bridged. Richard described another moment where he 
desired a job with the Brisbane Powerhouse but was frustrated by the absence of helps to 
gain access to any available jobs.  The designers may of, based on Richard's account, have 
constructed their webpage to prevent deeper levels of engagement with the organisation (R 
763-771): 
 
Brisbane Powerhouse.org is a great example of a web site where they really have lost it.  
They just wank about their directors and how fabulous it is but tell me nothing, not how 
to make a booking, its difficult to find that information there.  If you want a job at the 
Powerhouse there’s just nothing there, not even any links to it.  In that regard, does that 
web site do the job that the corporation wants and I think that when you look at it its 
hard to imagine what the brief was, just write some wanky thing about what star sign the 
directors are seems to be most of what it is. 
 
Richard desired a form of interaction with the organisation this has not happened and the 
absence of helps to assist an approach to the organisation for work blocked him from 
obtaining his goal.   
  
 The sense-making process is not successful for Richard because the path he is 
following is not desired.  He wants engagement with the Powerhouse as a possible future 
employer, but is presented with information that does not directly help him achieve his 
goal.  Again this does indicate a level of unmet expectation in information design 
experienced by the user.  This theme emerges again in Don's desire to be socially active in 
a group in Brisbane when seeking to join a fan club site (D2 711:714): 
 
Yeah I did and I got nothing.  So I just did Dr Who Fan Club and constrained it to 
Australia only and got the Victorian branch and a South Australian branch.  Then I 
thought why isn’t there a Brisbane or Queensland branch? 
 
His search was constrained by the absence of details of the Queensland branch of the club.  
It is unclear if this was due to a technical problem or Don's particular search strategy, 
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however it does illustrate that the potential absence of information hinders users from 
reaching an information goal.  
 
3.3.7. Social Relationships as Gap Bridging 
 
 The themes found to this point tend to involve mostly helps and hindrances brought 
about by the system itself.  In order to bridge gaps the pattern that emerged was that 
participants do not use the Internet in isolation.  They seek out others views to help them.  
Forms of social relationships exist on the Internet and are embodied in the information that 
exits there.  To clarify, a social relationship has a set of cultural practices and a supporting 
structure base to achieve this (Lupton 1992L12).   Information seeking being an act in the 
social world is not devoid of human contact.  So whilst virtual environment lack physical 
cues and gestures, my participants have relationships with others that do bridge gaps in 
system design and lead to the achievement of the information goal.  
 
 All the participants had micro moments where they felt blocked from obtaining 
crucial information from business and commercial websites.  The decision to bridge gaps 
by using such forms of help appears in the data to be  an instinctive choice.   People on the 
Internet help the participants to achieve a goal though the electronic exchange of 
information and advice in a situation, often without wanting reciprocation.  Darryl's Gemini 
buying situation saw him use the helps in the newsgroups to build a use of a profile to 
avoid a bad purchase (D1 243-250): 
 
I think the most interesting sites that I came across were people who actually posted 
on the net their experiences.  They post something up, you know Holden Gemini, you 
know I have just gotten rid of it after many years whatever, for anyone that’s 
interested bang bang bang bang bang, information of their experience, so I think they 
were the most interesting and most informative because they actual gave you factual 
and actual information. 
 
The distrust of commercial websites and valuing of other's experiences appears in other 
participants' moments. In Ivan's micro moment he felt blocked by the inability of 
commercial sites to supply information about Windows 98.  It was a major help to turn to 
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newsgroups to bridge the gap, turning to people with particular knowledge.  As a result 
success occurred (I 251-258): 
 
Very much so; in particular because there are a group of people on the Microsoft 
newsgroups who call themselves Microsoft Volunteer Professionals, are they are 
actually licensed by Microsoft and these are people who have demonstrated to 
Microsoft over a period of time that they have a valid knowledge of the Windows 
product and are prepared to pass that knowledge on. 
 
Richard also reports in his defining his need to pass Microsoft's exams the value of the free 
helps he finds on the Internet (425-432): 
 
…in the end there were a couple of postings from people on newsgroups or bulletin 
boards that it said you don’t need to do these courses, you can find everything you 
want to on the Internet.  I followed some of their links and links to questions.  Some 
people actually put tutorials up which I found very handy.  They had done them as 
part of their university course and the tutorials on their web site and that was 
something they were going to be assessed on.  That was quite handy, all that 
information was free.  
 
Richard then bridged further gaps by going deeper into the sites and newsgroups 
themselves finding even more success (R 487-496): 
 
The fact that I was able to see what other people had done and said about the exams, 
there were postings where people had tried certain exams and said look out for this 
one.  There were also incorrect postings too which were handy where people would 
post an answer that was incorrect to a question then there would be some argument to 
that from different people.  I thought was interesting because it kept you on your toes, 
you couldn’t accept that everything you read on the Internet was gospel.  I found it a 
great help to know what the exam format was going to look like, what some of the 
questions asked previously were like, were they tend to put their emphasis is very 
handy. 
 
Part of a social relationship is to give support in the form of not only information but also 
encouragement. This emerges in Richard's reflection upon his win with his court case 
where people offered help and encouragement to achieve the goal (R1030-1035): 
 
Yes you would have to be pretty lucky to find something.  I thought it was interesting 
that amongst those groups of people the common interest was music they were pretty 
willing to sit down and type a few words to me like sorry we can’t help, good luck in 
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the future.  I didn’t get ignored at all and yet when you try to find a manual on a 
tractor that is made in Japan, you send E-Mails like please send me one they don’t 
reply. 
 
 The theme matches the definition of social relationships because a set of cultural 
practices occurs, that is, people exchange information for self and group benefit.  The 
supporting structure is the Internet network itself because it allows engagement with 
strangers across geographic boundaries.  This theme reflected well that in the sense-making 
process, helps do not always come from the system itself but a large body of interested 
individuals.  Such people do not always return information to the original recipient, 
however, the success of information seeking is directly related to the relationship of 
participant to the pool of users.  They are provided with helps often more successful than 
those presented by the actual system designer.  
 
3.3.8. Information Trust 
 
 A second theme emerging out of the social relationship category is the degree of 
trust the participants show when handed such information from others.  Trust with the 
Internet tends to be a belief in the honesty and reliability of the information they are 
presented with. Another theme emerging out of these experiences is the use of trust as a 
help.  Although all are cautious, they still appear to value the information from sites outside 
the accepted commercial or corporate website.  These sites, based on their view, do not 
provide the helps needed to make a decision about a product.  All are making sense of 
Internet information by turning to a social relationship when the relationship they have with 
the corporate website fails.   
 
 Don shows here that although the presence of certain information does not 
automatically mean it is trustworthy, it still acts as a help.  When software is reviewed, Don 
defines the need in his situation to have accurate trustworthy reviews of it. Don illustrates 
his view of this (D2 546-554): 
 
M: Ok well let’s look at the reviews for a moment that you can recall.  Do you go into 
that site seeking specific information or just a general look? 
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D: A general look. 
 
M: But the reviews do they help you find further information? 
 
D: The reviews are just someone’s opinion of something.  You can take it or leave it I 
guess.  But its good to have the information there. 
 
The mere presence of the information acts as help, but Don is knowledgeable enough to see 
that it is just an opinion, not necessarily an accurate fact. 
 
3.3.9. Habits Reproduced Online 
 
 
 This emerged as a theme where a particular act or attitude a person holds is repeated 
and reproduced online. To illustrate this Ivan defines his situation as wanting male 
companionship.  He goes to a personal contact site but is blocked by his view that his age 
hinders his ability to meet someone (I 392-400): 
 
It helps me find people to meet.  I find the site frustrating in that there are a lot of 
idiots there, people who are not genuinely advertising in that they don’t ever intend to 
meet you anyway.  I strike a lot of people like that.  I also get frustrated by the fact 
that most of them aren’t interested in who’s 63 which is a person thing which I can 
understand too.  But I think from a point of view of, people who have an age 
preference they ought to say so in the ad, I know a lot of people don’t, so I find that 
using that site is sometimes frustrating because of the fact people don’t say exactly 
what they want. 
 
Ivan is aware of the block of his age and reports that others are reproducing ageism on-line.  
He feels he cannot overcome the block but suggests that information should be provided by 
the site designer to raise awareness of this issue (I 426-430): 
 
Yes I believe, well, I don’t think it would help me so much because I’m sort of, I 
have been around a long time, so I would regard that sort of behaviour as a natural 
thing but someone who was a bit immature or new on the net approaching that site if 
they took the time to read that would benefit from what is written there. 
 
Ivan is subject to the habit of considering he may be too old to meet people.  Social 
relations are being structured through the reproduction of habits.  Therefore the information 
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on the Internet is a hindrance because what occurs offline is reproduced in an online 
environment. Jones (1995:16) illustrates that social processes (in this example ageism) are 
being created, negotiated and maintained though the Internet and the information on it: 
 
CMC, of course, is not just a tool; it is at once technology, medium, and engine of 
social relations.  It not only structures social relations, it is the space within which the 
relations occur and the tool that individuals use to enter the space.  It is more than the 
context within which social relations occur…for it is commented on and 
imaginatively constructed by symbolic processes initiated and maintained by 
individuals and groups. 
 
Ivan's experience a hindrance that prevents his goal being reached.  That is, the habit people 
possess offline is to harbor stereotypical attitudes towards someone's age.   
 
3.4. General Assessment of Results 
 
 What was found from this data was that themes did emerge which suggest that helps 
and hindrances come from the system itself and those using it.  Information seeking is an 
act in the social world and the helps and hindrances generated from these constrained users 
but also bridged gaps that resulted in goals being met.  This discussion, and consequences 
for designers is expanded in the next chapter.  Themes that emerged from participant data 
suggest that successful engagement with a system often means going outside that system to 
seek the helps needed to bridge a gap.  It seems that in some cases (information absence 
and language use) that the awareness of this being a potential problem for users is missing 
and incapable of being addressed. 
 
3.5. Chapter Three Summary 
 
 What this chapter did was to allow participant experience to emerge from the data to 
see how they made sense of Internet information.  Power and social action issues were 
discussed which illustrated what helped and hindered successful information seeking goals.  
The discussion and consequences of the study now follow. 
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CHAPTER FOUR 
 
DISCUSSION, IMPLICATIONS OF STUDY AND CONCLUSIONS 
 
 
4.1. Chapter Introduction 
 
 This chapter discusses implications of doing sense-making research, grounded 
theory analysis, especially on system design, and assesses how people made sense of 
Internet information. 
 
4.2. Discussion of Results 
 
 The conclusion reached based on the evidence in chapter three is that it has been 
discovered how users make sense of Internet information.  What helped and hindered users 
from successfully bridging gaps were reported from the themes deduced from the micro 
moment interview.  Ordering in one's mind how information should be and what helps and 
hinders users to get to the desired state was what this research found out.   In particular, the 
analysis of uses showed that it was not always a technical feature that constrained the user 
from moving towards an information goal.  The participants reported such features, but the 
themes emerging from the data indicated that human behaviour with its social and cultural 
facets does impact on Internet information use.   
 
 This study was problematic in that defining and applying concepts of the social 
most likely needed a better social science approach.  The problem is one of information 
management and seeking research; yet despite the difficulty of applying sociological and 
anthropological definitions clearly, the thesis has suggested that using social science 
methodology can tell the designer at a deeper level what is occurring in system use.  It has 
been discovered how Internet users make sense of the information they find, the problem 
has been that such research needs further work in apply social science concepts to 
technology clearly and with more understanding.  Such a solution lies in further research at 
a deeper level to define social terms clearer.  It was difficult not to "fit" concepts to the 
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data, although the evidence did indicate it is possible.  It is only with practice and further 
research that such anomalies can be dealt with. 
 
 What was interesting about this study is it did display the importance of social 
relations on the Internet and how they prevent successful information seeking.  Systems do 
not operate in a vacuum.  The choice of information helps and hindrances display on in 
systems can constrain the user from engagement with their site.  Hjorland (1997) was 
correct when he asserted that the strategies and intentions of users when they negotiated a 
system is not always a consideration in design.   This study tells us that users are involved 
in social relationships which impose values on them. Such relationships can hinder getting 
to a goal because they can recreate habits online that prevent the user from obtaining 
information.  These explanations showed that a fine grade of user understanding is 
necessary because such understandings are not based in technological explanations but in 
the personal negotiation of the Internet space.  But people, strangers, those unknown to the 
participant by physical features, helped them reach their information goals.  How the 
designer can incorporate features that take into account such evidence belongs to them.  
The fact that the user is telling the designer what is important to them assists in the design 
process.  Yet the designer may need to take seriously factors that seem strange to them, and 
they can be based in social rather than technical explanations. 
 
 This study gave evidence that information seeking and its systems are not impartial; 
this small sample of participants identified parts of systems that prevent moving beyond the 
system's constraints.  Based on the suggestions of Harris and Dewdeney (1994) discussed 
in the information research literature review, three of their principles apply to this study: 
 
1. Information Needs Arise from the Help-Seeker's Situation: 
 
 The effects of the themes fond in this analysis tended to dictate what each 
participant found their situation to be.  Harris and Dewdeney (1994:21) express the 
importance of knowing the "expectations they have for information that will help them 
progress through their situations toward their goal".  This statement implies that the 
situation causes the information need.  Designers need to know what the user expects, but 
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this does not suggest that they will comply.  For example, if Darryl wanted criticism of the 
Holden Gemini he was in the situation of perhaps feeling that the Holden Company's site 
would present biased information about the car.  For Darryl an expectation that a site would 
carrying negative information about the car was an issue.  The firm's web designer may 
know this is what the user expects but complies with the desire of the firm to frame their 
products in a positive light.  Whilst this is true it does not preclude the possibility that 
another designer in another firm may put a link on their webpage to newsgroup sites which 
may hold negative information about the product.  The point here is that the information 
seeker has a situation were a need has arisen.  Knowing what prevents that need from being 
fulfilled can lead to system alteration, although it is conceded that most firms would not 
like a negative reflection of their product. 
 
 The pattern of expectations unmet occurred throughout the study numerous times.  
Users expect information to help them in their situation, but did not always find such helps. 
Callum's, Don's and Richard's unmet expectations because of the absence of information 
constrained their individual goals.  The common consequences were their frustrations at not 
only the absence but also the inability to negotiate with the designer to bridge the gap.  
Information absence is a major issue in this study and although the design intent could not 
be concluded as a deliberate power device, it still enforced the will of the designer.  
Expecting information to bridge gaps is a desired state users wish designers to either correct 
or at least be open to including such information.  Again the suggestion is that the designer 
can overcome this but the complexity of such a claim is negated by the myriad of factors 
that prevent such redressing, for example, the need to present products in a positive light.  
 
2. The Decision to Seek Help or Not to Seek Help is Affected by Many Factors: 
 
 My participants had one goal at a time yet seeking help was affected by many 
factors.  Darryl's car buying situation showed his willingness to see and consider all types 
of information.  He valued the advice of others who had purchased the Gemini, therefore he 
considered other people's postings valuable to gaining power through knowledge when the 
purchase occurred.  Designers of sites may tend to disregard others with a vested interest in 
the subject area, preferring the information to reflect their point of view.  
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It made sense that commercial or government sites would provide most or all of the 
information needs to the participants.  Helps on the site could have been better constructed 
such as E-Mail addresses to let designers know what is preventing getting to the 
information.  But the examples showed their relative failure to do so.  Richard, Darryl and 
Ivan turned to the personal postings of other stakeholders on the net, finding the gap 
bridged by the sharing of relevant information.  Designers could take note of what is in 
such sites to see where their gap in providing information is.  But again the explanation 
here is to offer a means to communicate between the user and designer.  Sending an E-Mail 
saying what is wrong and having a reply is a courtesy that seems idealistic, but again the 
thesis shows what hinders information goals needs to be communicated to the designer. 
 
3. Information Seekers Expect Emotional Support: 
 
 Harris and Dewdeney (1994:26) suggest that users expect some form of support, 
verbal or electronic, when finding information.  People may feel powerless in situations 
dealing with the rigid nature of the Internet.  The taxation office example from Richard 
showed a lack of support from the institution when trying to find out government 
information.  Systems being part of the social world need verbal support.  The Internet does 
not always do that; frequently asked questions are missing (although their value is 
subjective because they cannot cover every conceivable topic), sites do not have E-Mail 
contacts or the site is heavy with controlled information.  Designers need to balance the 
needs of the institution (privacy as an example) with individual frustration at the lack of 
helps.  Again the designer being open to advice from their users is a strategy.  If they can 
see the reasons for blocks and correct them, the communicative process works because 
users are being catered for.  My participants expected some forms of support for their 
situations and generally got that from sources outside formal company websites. 
 
 A suggestion to overcome this is that Internet users develop the strategy of having 
better access to alternative sources of information.  Institutions such as the taxation office 
may be unresponsive to user suggestions for improvement.  The responsibility for finding 
alternative sources lies with the user.  Newsgroups and E-Mail are the mediums to share 
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information amongst participants and are the channel for giving help.  Users to utilise such 
channels successfully need to be willing to share information.  Again this illustrates that the 
Internet is a social medium and information sharing a desirable component of it.  But this 
study only suggests the solution is to give the user better access to other information 
sources, it does not elaborate on how specifically this can be done.  Further research would 
is needed to be undertaken to clarify how to do this and put forward credible suggestions. 
 
 The question of why such a study is needed and how is it defended is again based 
upon understanding complex reasons for system failure.  Throughout the thesis the 
persistent is that technical reasons do not always account for non-engagement with 
technology.  Sense-making concentrated heavily on the helps and hindrances the 
participants encountered.  My assertion is that the nature of the help or hindrance gives me 
the information I need to build a better system.  The participant being the consistent user 
knows what is in my system that stops them.  Often they will pass on such failings through 
the spoken word or electronic newsgroups.  It is conceivable that if the newsgroup is 
helping the user bridge the gap I may have created then I could link my site to a newsgroup.  
The reluctance of commercial enterprises to do this would be based on not wanting to show 
their product or service in a negative light. 
  
 To elaborate, if I design for a journalist and I am unaware of their work practices I 
may assume they have time to negotiate my system.  But as the literature review showed 
the journalist avoids the system if it is complex to learn.  Already this failure has displayed 
that I have not considered the value here to the journalist; they value quick efficient 
systems that give information first time.  By attempting to find hindrances in my system I 
can attempt to put in place technical helps or simply be available to be contacted to give the 
user help.  The criticism of these assertions is that they are simplistic in approach, but the 
goal of information seeking and systems research is to provide better and faster systems.  I 
argue that they also must provide more understandable systems.  That domain of 
knowledge lies with the user and does not reside with my view of the world.  Sense-making 
has shown the user view of the world.  I cannot always change a habit or social relationship 
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but I can pass on knowledge or design a part of the system that provides the user with an 
appropriate or better help mechanism. 
 
 Finally, I believe that my attempt to move from a system to user perspective has 
been accomplished.   This is the major strength of this research because although it is a 
small sample it still proves that Internet information has a social life.  By this I mean that 
the discoveries made were generated from the participants.  Whilst the results can be 
critiqued as subjective the reporting of helps and hindrances were not based on technical 
reasons for information seeking success.  How my participants bridged their gaps was 
through the negotiation of social relationships with others and through their own tenacity 
and persistence at attempting to find their information goal. 
 
4.3. General Conclusion of Study 
 
 This study succeeded in understanding how people make sense of Internet 
information.  Using two qualitative methodologies it fleshed out reasons for, and gave 
account of, what prevents successful information goal achievement.  Understanding users 
was the justification for the importance of this research; to find out and learn from their 
ways of overcoming information finding problems.  This study also reported the long 
historical stretch of information studies from quantitative research to qualitative where 
culture and social factors are shown to be salient features of system acceptance or rejection.  
Finally, the study analysed the possible consequences and advantages for designers based 
on examining the study's evidence.  Information research has multidisciplinary ways of 
solving information problems; this study has taken an alternative path but has produced 
results that tell the designer overcoming system problems is not the exclusive realm of the 
technical paradigm.  
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SENSE MAKING TRANSCRIPTION ONE 
 
Thursday, May 17, 2001 
 
Participant’s Name: Callum 
Age:   35 
Occupation:  Part Time Data Collection Officer 
 
CODE:  M: Michael, C: Callum 
 
M: This is sense-making interview number one.  Good afternoon, I’m Michael Nycyk 
from the University of Queensland and today I am interviewing you for a thesis I 
am doing on the sense-making of the Internet.  What I am primarily interested in is 
how you make sense of the information your finding on the Internet and also how 
you're managing that.  Now please let me know during the interview if there is 
anything you do not wish to discuss such as names or place identification, company, 
anything like that.   But also in the study if you wish I can use a different name 
other than your real name and all your responses and material you are giving me is 
confidential.  Are you comfortable with this? 
 
C: That’s fine. 
 
M: Ok.  Did you want me to explain anything more about the  study? 
 
C: No that’s fine. 
 
M: Ok that’s great.  Well the time is 2.51 and the date is the 17th of May 2001.  What’s 
your first and surname please.  Your first name and your surname? 
 
C: Callum (surname omitted for study). 
 
M: Ok.   And what’s your age please? 
 
C: 35 
 
M: Ok.  And what is your occupation please? 
 
C: Presently a part time data collection officer. 
 
M: Ok 
 
C: But I would like to keep the name of the organisation quiet if that's ok. 
 
M: Ok that’s fine.  And you are not studying any formal courses at the moment is that 
correct? 
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C: Not a present. 
 
M: Ok.  Well firstly, could you please think of a time when you went onto the Internet 
to find some information for whatever reason; a particular moment that you went 
onto the Internet to try to find something. 
 
C: Yes. Yes I do. 
 
M: And what was that moment please? 
 
C: When you just (inaudible).  There have been times when, just general searching for 
information, but its not coming up, not coming up with information that you are 
looking for.   
 
M: Ok but was there a particular moment, were you searching for anything in particular 
when you went on the Internet, any particular site or was there a situation where you 
needed to find something? 
 
C: I was looking for information on a particular music festival and couldn’t find any 
detailed information that I was after and that was a bit frustrating. 
 
M: So that was the situation, you were looking for information on the music festival is 
that correct? 
 
C: Information, background information of past, past years.  But it was not accessible 
on the Internet. 
 
M: Ok so.. 
 
C: It was only the current, current year, it did not have previous years, which I wanted. 
 
M: Ok.  Was, even though that was the case were you doing anything that was helping 
you find that information.  Let me clarify that, ok the situation was you were 
looking for information on the Internet for this music festival. 
 
C: Uh-Huh. 
 
M: Do you feel you were being helped to find that or constrained?  To clarify that a bit 
more, you said you were looking for past, is that correct? 
 
C: Previous years, the same festival.  I guess hampered in terms of, not, they could 
have had links to the previous years but I can’t remember, I don’t think they did.  So 
trying to find the information on previous years of that festival meant I had to go 
looking elsewhere.  And, also apart from elsewhere apart from the Internet. 
 
 54
M: Ok so you had this gap of you were looking for information from previous years, so 
the way you handled that was searching for a non Internet source, going to a 
different source other than the World Wide Web. 
 
C: That’s right which made things more time consuming. 
 
M: Well how did you feel about that being so time consuming? 
 
C: Well it takes up time from doing, you know, other things I need to do, you know.   
You don’t want to be slowed down, or be taken away from something else that is 
more important to go looking for information that you couldn’t find on the Internet 
and you have to go to other avenues searching for that information. 
 
M: Ok so in order for you to do that you went to other sources.  So how did you really 
feel about having to go to other sources and not finding that information on the 
Internet?    To clarify that, were there any emotions associated with that, I mean you 
just said before it wasted your time but what did you sort of feel when you could not 
get the answer, you couldn’t bride the gap. 
 
C: Anger and annoyance. 
 
M: Ok. 
 
C: Sense of frustration.  You want to be able, I mean, I mean the Internet is sort of, the 
idea of it was to make things you know more accessible but in some instances it 
may not be so. 
 
M: Ok, did you feel when that situation occurred any particular physical sensations in 
your body particularly when you went to the machine and? 
 
C: Not really no. 
 
M: Ok, but you said you felt constrained? 
 
C: Oh by not having access to what I was looking for.  
 
M: How did you eventually obtain the answer you were looking for with the festival? 
 
C: Well the information was found elsewhere apart from the Internet; you know, 
magazine journals, newspaper articles. 
 
M: And did that information you obtain that way help you in the task you were trying to 
achieve in locating information about that festival? 
 
C: Well it gave me the information for prior years of that festival that was not available 
on the Internet.  But also it gave different views, because something might have 
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been, you know, in a magazine or newspaper type of thing written by somebody 
different, you know a different journalist or that.  But it is different to the official 
Internet site of this festival.  It acts like a different perspective. 
 
M: When, going back to the electronic source the Internet itself, what actually were you 
doing to try to find that particular information when you sat down at the keyboard?  
What particular way did you do to try to find that information? 
 
C: Well I knew of the website for the festival so, how will I put it, I did not have to go 
looking for the address I already knew it so it was just a matter of going though 
links on the webpage and finding information that way. 
 
M: Ok did that actually help you to find specific; I mean we have discussed that you 
had to go to a non-Internet source to find exactly what you were looking for but 
while you were doing that did that help in any way in finding anything to achieve 
the goal of finding information on that festival? 
 
C: (unsure look) 
 
M: Do you want me to clarify that question? 
 
C: Yes please. 
 
M: Ok, what I am trying to ascertain here is you went to the Internet correct to try to 
find information on the festival and you were clicking on hyperlinks around, or 
trying to find more information from previous years is that correct? 
 
C: Well I mean it was only on the current year. 
 
M: Oh I see so the website only showed information from the current year is that 
correct? 
 
C: It updates each year but they don’t keep the previous year’s information there.  They 
change it every year so every time it comes around to the new festival for the 
following year they just have current information and they don’t have on the 
website like the previous year its only, current information. 
 
M: So the situation there is, that’s the way the webpage is set up so there’s really sort of 
a gap in that you are trying to find previous year’s things and am I right in saying 
that you are just not finding them? 
 
C: They are just not there, the information is just not there. 
 
M: Ok 
 
C: So maybe they need to have somewhere where they can fix it. 
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M: But did the, well, so… 
 
C: They could have general information but also they could have links to every year 
including the current one and you click on each link it comes up with all the 
information for that year. 
 
M: Do you think that would have been better for yourself in trying to find that 
information had they of done that? 
 
C: Yes I would, yes I do. 
 
M: How did you feel overall about the situation?  How did you feel about the fact that 
you went to the Internet and just could not find previous years’ festivals? 
 
C: Well, just annoyed. 
 
M: Where there any particular emotions you could describe I mean you say annoyance 
but…do you want me to clarify that?  You do not want to answer this is that 
correct? 
 
C: Oh no. 
 
M: Your just not sure of what I am saying? 
 
C: Oh I know what you are saying.  No particular emotions no. 
 
M: So what do you think actually constrained or stopped you from finding the answer 
you were looking for?  Do you feel that there was anything else that constrained you 
from finding the information?  Do you want me to clarify that? 
 
C: Oh no.  I have forgotten the question now. 
 
M: Oh that’s ok.  What we are doing is, I’m basically finding out about this particular 
situation.  We could move on to another situation about finding information if you 
feel comfortable about doing that.  But we have established you had this, you were 
after specific information is that correct? 
 
C: That’s right. 
 
M: And you were after previous year’s festival information? 
 
C: Yes as well as the current. 
 
M: As well as the current ok.  And you felt, well we discussed the emotions you did 
feel which was the annoyance correct? 
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C: Annoyance, frustration, a bit of anger. 
 
M: Was there anything you can recall on the music festival website itself that actually 
did end up helping you find other things?  Did it point to any other directions where 
you could go to find this information? 
 
C: Oh well no, I mean not outside of the site.  The links were just to other areas of that 
particular website; so it didn’t take me to any other particular, oh aspects outside.  
The only things I can think of maybe were contact details of the organisers, might 
have had the contact details and I think that was about it. 
 
M: Did that information that you found, in particular you are saying about the 
organisers contact details, did it help you in your task overall?  Did it lead you to 
taking other steps outside of, outside of, I mean we already discussed that you ended 
up going to journals, to paper based areas to find the information that you want.  But 
when you say the organisers’ names did that help in taking any further steps to find 
more information on the festival? 
 
C: Well I made contact by mail to the organisers to get prior information but got no 
response from them. 
 
M: Could I clarify when you say mail do you mean electronic mail or postal based 
paper mail? 
 
C: Postal mail. 
 
M: Ok thanks.  How did you feel about that because you went to the Internet to find 
their names and you found that information from the net which is fine but then you 
pursued it further and you didn’t get the information you wanted is that correct? 
 
C: That’s correct. 
 
M: And how did you feel about that? 
 
C: Well that was a bit, I didn’t feel too good about that at all considering I had to wait 
for no information to come back which means I had to get from the sources that I 
mentioned so.   
 
M: Ok, can you recall when you were searching that particular site, we discussed that 
there were some links, some hyperlinks to other particular sites is that correct? 
 
C: Parts of the site, the same site. 
 
M: Oh ok. 
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C: Not other websites, just for the same one. 
 
M: Did that, did those hyperlinks help you find additional information that perhaps you 
had not of thought of or did it actually help you?  Because, we are getting back to 
that point about your trying to find information about previous years’ festivals, ok, 
but those hyperlinks…just to clarify for the tape hyperlinks mean links to other 
websites within the pages themselves of the document, they didn’t point to anything 
to indicate previous years’ festivals? 
 
C: No, no they just; they were saying, I mean they had just the information, oh well, 
the people who did up the website the information underneath the links was just, 
you know like on the current year.  It did not take you outside the website or 
anything like that, so it was just internal links you could say. 
 
M: So this gap still exists on from that website where you were still unable to get really 
the information that you wanted which was previous years festivals? 
 
C: Well, it was the information that was lacking on the previous years, I mean, you 
could, there was still information to be gained from the current, current year.  But it 
was information from previous years I could not get to supplement the current 
year’s information. 
 
M: So, just circling back to that moment so that’s the outcome at this point in time for 
when you were looking at that site but how did you feel overall about this situation?  
I mean we discussed your emotions before but I mean how did you feel about, 
globally about the fact you went to the Internet to find specific information and it 
just wasn’t there even though you tried all these particular techniques to search.  
How did you feel; when I say how did you feel I am not just talking emotions but 
generally about the task itself?  You had a specific idea, situation, and you found 
there were gaps to try get to where you were going, you couldn’t actually get to 
where you were going is that correct? 
 
C: Not straight away.  No. 
 
M: Ok I would like to move for a second to the actual Internet itself in regards to even 
though you had the situation where you were looking for things and you didn’t find 
them did you still employ any particular management techniques when you were 
searching for information.  Now when I say management techniques did you write 
things down, record things, record any information that may have been helping you 
to find what you want? 
 
C: Oh Yes. 
 
M: And what were they please? 
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C: I can’t remember exactly but there was like notes of various things.  I cannot 
remember exactly off hand.  Just general notes about the event that I was looking 
for. 
 
M: That was your particular way of managing that information was writing it down? 
 
C: Writing it down or printing something off. 
 
M: Exactly.  Did you find that a particular useful technique? 
 
C: Which? 
 
M: When you say you were printing and writing it becomes an artifact in the sense that 
you’ve got something in hard copy but did that specifically help you find further 
information?  Did it help you in such a way where, ok, you wrote some things down 
and it.. 
 
C: Well, I don’t know so much about leading to other information but as you say, 
having a hard copy of something is better than the, is handy when you need to look 
back at something.  You have a copy of something that you printed on the web site.  
The occasion about writing things down, just little notes, it may not be something 
directly from the web site.  It can be just, I don’t know like a couple of points that 
are I think are relevant or bits and pieces from the web site whereas the printout is 
something that I wanted, that I wanted concrete information. 
 
M: Ok.  So overall did you feel that the management techniques you were doing, like 
you just mentioned you were writing them down etc, did they actually help you in 
the future?  You did say before you went to paper based journals to find information 
but the way you recorded that information from the Internet did you do it in such a 
way where you knew the direction you were going in?   Did you put like a title or 
something in various information? 
 
C: No, no I just wrote it down; I don’t know, however I did it at the time, I didn’t label 
it or title it, just notes for myself that I used. 
 
M: Just taking a brief moment here.  Thank you for that.  Let’s look for a moment at 
another time, I mean we have discussed the music festival and you have told me 
about the situation and you have also told me about how you tried to overcome that 
particular situation and how you managed that information once you got out.  I am 
interested in finding out if you can think of another time, in any area, where you 
needed to find information from the Internet.  Is it possible for you to think of 
another area?  Without prompting you do you want a short break you seem to be 
unsure would you like a very short break. 
 
C: Yes. 
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M: Ok, just having a short break at 3.18 pm. 
 
M: Ok it is 3.32, we have had a break.  Callum are feeling fine to continue with the 
interview. 
 
C: Yes, yes I apologise for the break but there were a couple of work commitments I 
had to take care of so… 
 
M: That’s fine no problems at all.  We were discussing situations that you encountered 
on the Internet, how you are making sense of them and how you are managing 
particular information.  So, when you’re ready I’d like to look at another situation 
please, a time when you, again logged onto the Internet to find information.  So 
when you are ready to tell me, just let me know of a situation you can think of in the 
past when you logged on to find specific information or any information at all? 
 
C: Ok.  Ready. 
 
M: Ah yes I apologise there I just… 
 
C: You want me to tell you the situation. 
 
M: Yes please.  What situation did you come up against where you were searching for 
specific information…sorry let me clarify for the interview, instead of saying 
specifics I am just saying… 
 
C: Just searching? 
 
M: Yes just searching for information. 
 
C: I can remember a situation that I was looking for information on a particular, well 
on an area I think.  I can’t, I am not sure of the specifics but it was.  I was searching 
on, it was a library catalogue.  I think it was, it might have been at the State Library 
and you could click on a link from there that took you to a further page and it was, it 
was an on-line version of a newspaper and when you got to a certain point you had 
to register, I think.  You had use, like a, log in name and password and once you did 
that you went… 
 
SIDE ONE TAPE BROKE OFF CONVERSATION 
 
M:  Ok apologies for that the tape just cut out.  I do apologise for that Callum.  You 
were continuing to tell me you got to a point in the library catalogue and there was a 
registration. 
 
C: Yeah.  Well it then ran into the on-line version of this particular newspaper.  Well it 
opened up the server which gave me access to this on-line version of a newspaper.  I 
was searching for articles and it got to a certain point where, as I said, you had to 
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register and put in a password and then you get to another stage where you had to, 
you couldn’t download the articles without actually purchasing that, yeah. 
 
M: So were you after those particular newspaper articles for any specific reason.   Let 
me rephrase the question; did you really need those articles for whatever you doing.  
Was the goal that you needed some or all of those newspaper articles? 
 
C: Well the outcome was because I didn’t know, I only had like a headline or outline 
and title of the story and I didn’t have, at that particular time, I didn’t have access to 
the printed copy of the article, so I was hoping to get access to it, to the on-line 
version of the article but was prevented from getting access to it at that time. 
 
M: So the constraint was this particular, having to pay for it is that correct or having to 
use a log in? 
 
C: Both probably.  Just not being able to, because there was some, it was different from 
on-line journal articles in that when you are going from a database of an on-line 
journal you can get the full text version of an article.  Some newspaper ones you can 
but it may of just been a particular paper or web site or whatever, or however it was 
set up.  But you to keep going though the various stages to get to the next, but you 
were prevented from getting the final copy of the article.   
 
M: Ok so that is the situation as such.   You were prevented from getting the article.  
Ok.  How did you feel when that particular situation occurred, that you were 
prevented from getting that final piece of information in that article that you needed, 
how did you feel when you came up against that? 
 
C: It was probably more frustration and anger as I have mentioned in the previous 
example.  It may have been also because of the time of day when I was looking for 
the information.  It may not of been a particularly successful day and then to come 
up with this problem, as you might say tops the day off and, yeah its just not very, 
its not helpful and just makes me more angry.  Not angry, angry is probably the 
wrong word.  Probably just frustrates you even more.  You just want to go away and 
do something else. 
 
M: So those were the, you are describing those particular emotions of, like you just 
mentioned anger, that’s how this, the emotion you are feeling but corresponding to 
that did you feel any particular sensations in your body.  I mean you were angry 
because in this situation you were trying to get to newspaper articles that you 
needed, but did you feel anything within yourself physically? 
 
C: No, no I didn’t. 
 
M: Ok.  Did you eventually obtain a way around getting these articles?  Was there any 
particular help that you sought to get these, whether it be from the computer, well 
basically let me rephrase the question; the situation again is you were up against, 
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trying to get these newspaper articles which you were constrained from getting 
because of the log in, ok, and you felt that way about it, you felt angry about it.  Did 
you seek any help in any form at all to get to that particular, those articles? 
 
C: Just from the, I may have been in a position to where I was in the catalogue in the 
library and you click on the links that were in the catalogue which takes you into the 
web site.  But then you get assistance from one of the librarians who gives you the 
access into that web site and then you get to the point where you either have to, I 
think it was, you had to pay for the article.  And because I did not know what was in 
the article until I actually saw it I did want to pay for it and I think I, I can’t 
remember whether you had to put any personal details down or not, or you had to 
register for, you, I can’t remember exactly what. 
 
M: When you found that you had to register, that you had to give your personal details 
how did you feel overall the fact that you had to impart more information about 
yourself to find the information that you wanted, you had to give something to get 
what you were after? 
 
C: I chose not to in the end for security and that the Internet is a fairly insecure in terms 
of, putting, supplying personal details, because you never know, you don’t know 
where that information is going or who is going to be using it or accessing it so I 
chose not to register with this organisation and sought other ways around it. 
 
M: So just to clarify that your saying when you were in that situation you had to give 
on-line details, you had to give your personal particulars to an on-line, no let me 
rephrase that please… 
 
C: No, no that is right. 
 
M: Oh so what I am saying is correct.  Ok.  Even though you were up against this 
situation and you decided not to proceed with registering your details on-line did 
you find any other way to get those, either get those articles or… 
 
C: No I just went looking elsewhere, I just didn’t go back to those  articles. 
 
M: So you didn’t use the Internet as a medium to obtain the  answers? 
 
C: Not for those no, I mean you use the Internet, still use the Internet but not for those 
articles anymore, they weren’t worth the hassle. 
 
M: So did you feel that, even though the situation occurred you found the answer you 
were looking for? 
 
C: Well that was only part of the information that I was searching for.  I mean I did not 
know the relevance of the articles until I saw them so I don’t know how successful 
it would have been had I been to see them.  So I went and found other sources. 
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M: Even though you came across this situation where you were constrained, ok so you 
feel you were constrained in getting that information goal, did you still use any 
particular any information management techniques as you were going along?  We 
discussed before with the music festival site you were writing things down did you 
do anything in that process of finding the information?  Did you do any particular 
thing you felt help you go in the direction that you, and the direction of course in 
this case you’re saying is to find those newspaper articles, ok you didn’t but did you 
still find that you performed any techniques of recording the information? 
 
C: I may of written things down.   
 
M: That’s ok, you don’t feel there is anything more you can add to that particular 
statement. 
 
C: Not really no. 
 
M: So we’ve discussed the music festival web site and we have also discussed the 
paper-based, sorry the electronic newspaper articles.  Now do you feel comfortable 
at this stage of discussing another situation because those two situations are, you are 
seeking information and those two explicitly do assist in making sense of what you 
were experiencing for me.  But can we go with a third one, can you find anything in 
the past, even the recent past that you feel comfortable with discussing as a third 
situation of when you; but in particular that you actually did go to the Internet to 
find anything at all that you really needed no matter how trivial or whatever.  Is 
there anything you have actually gone for that you…let me rephrase the question… 
 
C: Oh no I know what you are asking. 
 
M: We can take a moment if you like? 
 
C: Let’s see.   Most recent thing I can think of was I had to find on a project, I needed 
some government information and we needed to get access to certain areas that may 
be covered with government legislation and, um, not knowing exactly what was 
covered.  We had to go searching through government web site to find this various 
legislation. 
 
M: Good.  Now with this particular legislation was it fairly complex.   Was it a fairly 
complex, I mean once again you are not obliged to discuss the actual department, 
but with the legislation you were after how was it, how did you feel about the 
complexity?  Was it a complex piece of information to find or was the information 
complex to find? 
 
C: I think the information was complex to find because it was, there was a certain level 
of uncertainty in terms of not knowing exactly what legislation covered certain 
aspects of what I was looking and that made it difficult.  It was sort of like a needle 
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in a haystack in that you were trying things off the cuff and not knowing specifically 
in what area you were looking up that you would find this information so, there was 
a lot of guessing and interpreting of the information that was there. 
 
M: When you say interpreting that information was there anything about the particular, 
the way of searching for that information, like, was it, can you recall if what was on 
the web site made it easy or difficult in terms of search facilities within that, to 
search for certain text?  Can you recall? 
 
C: It was probably the limitations on searching, in the types of searchers. 
 
M: Where there text-based searchers or, where you keyed in particular things? 
 
C: Well you keyed in certain things but it was all, the information was all electronic. 
 
M: How did you feel about that particular searching, did you find that when you went 
on and typed in the particular words for that legislation, did you get the answers you 
were looking for or any information that was close to what you were looking for?  
Or any even the specific legislation itself just, it was there instantly. 
 
C: No, no I didn’t.  No it wasn’t there. 
 
M: Did you feel constrained by that?  I should really, what I am trying to say is, ok you 
didn’t find the information ok, did you feel constrained by the search parameters or 
anything like that, you were typing in text? 
 
C: It just holds you up like the other examples. 
 
M: Just like, with the music festivals and the on-line newspapers. 
 
C: Well in terms of not being able to get further in the process.   
 
M: Specifically then the text searching just, it didn’t fulfill your particular needs is that 
correct? 
 
C: It made me decide also, maybe more in terms of it didn’t recognise the words that 
you put in, that I was putting in or, it was only, it only had certain information that 
you need to be specific in what you are looking for. 
 
M: Ok that’s the situation.  You were looking for government legislation, you were 
keying in text and it didn’t basically fulfill what you were looking for is that 
correct? 
 
C: That’s right. 
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M: That is the situation as such.  So can you think of anything you did to try to 
overcome that.  I mean once again we are going back to with the on-line newspapers 
you went and sought help outside or you refused to actually do that step so you 
constrained as such like you said before.  But with this government legislation did 
you do anything to overcome that? 
 
C: I think I gave up! 
 
M: You gave up?  You just felt that it… 
 
C: I just went on to a different tact and gave up looking for legislation, I just went with 
more general opinions. 
 
M: With more general opinions, could you clarify, only if you can, general opinions, is 
that outside of legislation? 
 
C: Well I just chose not to use the specific legislation; or I may of even dropped the 
line of thinking all together and just…used, I don’t know different ideas, just went 
into a different area all together. 
 
M: Can you recall when you say a different area, was that an Internet based area or like 
with the music journals, you went to paper based material to find your answers, only 
if you can recall. 
 
C: Probably paper based material. 
 
M: Ok, that situation, how did you feel about that?  First of all what was the importance 
of the legislation in finding it, was it crucial that you found that information by 
Internet based means? 
 
C: No, it wasn’t necessary. 
 
M: Did you feel though the Internet was the best tool to go and find information?  
Would you of preferred that, to of used the Internet rather than a paper based 
system? 
 
C: Well the Internet was, you gain quicker access, its quicker access to the information, 
a particular place where I might on been on this particular day I may of not had a 
paper based copy or it may of taken time to get access to that paper based copy.  By 
having Internet access it makes things a lot quicker, it makes it a lot quicker to get 
access to it. 
 
M: Did you feel overall in this process of the legislation that your progress was being 
hindered by… 
 
C: Not in that particular…just in that particular of research. 
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M: Again, I would like to ask you again how you felt during this process?  What 
particular emotional terms can you attach to that, like we discussed before with the 
other two sites, again how did you feel about this particular…you were not able to 
necessarily find that information, you were constrained by the search facilities is 
that correct, the searching? 
 
C: Ah-huh 
 
M: How did you feel about that? 
 
C: It just slows you down. 
 
M: Is there any particular emotion you can associate with that? 
 
C: Not really, no, probably the same as the other ones.   
 
M: And again, like you are saying, the same as the others, the frustration, the anger.  I 
mean once again you probably described before you don’t actually feel comfortable 
with using the word anger as such.  But, was there any particular physical sensation 
associated with, when you were sitting down, when you were typing in commands, 
and searching and whatever, did you feel anything in your body. 
 
C: No. 
 
M: Alright.  Ok.  I’d like to just explore that a little bit more, again with the 
management techniques, the information management techniques, did you fall on; 
go back basically to the way it was before, like you had written down things, or, did 
you do anything in particular…? 
 
C: No.  Sometimes you just do it off the top of your head.  You just think up things and 
you just type things in and you try different things.  I don’t tend to write down a lot 
of what I am going to do, I just think it up as I go and if I get the information up, 
you know, if I think its useful I print it off.  If not well I just look for something 
else. 
 
M: If you print it off does it help you in the future? 
 
C: Well it just helps on the project I am working on, the future project, something 
similar; it may be useful in the future but you don’t know. 
 
M: So can I ask you about your reflection on all three, did you feel that really overall 
from the Internet you got the information that you needed or you felt overall 
constrained, prevented from getting that information that you needed?  I know I am 
using information in a very broad sense but we have discussed specifics, but on 
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reflection with those three situations, did you actually feel that you actually did 
obtain that information? 
 
C: Well in these particular examples I would say no.  I don’t know, reasons could be, 
limited access to information, I don’t know it makes it harder for you to just gain 
general access, you know just give something away for nothing.  If its general 
information they might, but I mean you pay for it in the end for downloading and 
printing off purposes.  But, I mean those particular examples, I did not achieve what 
I was hoping to get because I couldn’t be one hundred per cent sure what I would of 
liked. 
 
M: So we are looking… 
 
C: Is that answering your question properly or? 
 
M: Yes, that’s fine.  Really the situation you are discussing do you feel it may come 
from the sites themselves, what is written on the sites, any particular aspect of that 
site?  I mean, getting back to the legislation we discussed the search facility in there, 
but did you feel that was anything about those particular sites that you felt really 
constrained you in finding what you needed? 
 
C:  It may have been the way the sites were set up. 
 
M: Can you think of a specific example by any chance please? 
 
C: It may have been you were limited in certain types of searches not just a general 
search instead of just a particular subject or keyword, you couldn’t limit it to certain 
years, certain countries that sort of thing.  So it could be a design fault with the 
people who set up the web sites. 
 
M: And do you feel it would of made your particular goal easier had those particular 
sites been better in terms of anything be it whatever on that site, are you saying if 
they had different features you may of felt you were able to bridge that gap and find 
what you were looking for. 
 
C: Oh yes, yes I think so. 
 
M: Would you like to take another short break for the moment?  Just a short break. 
 
C: Ok 
 
M: Just stopping the tape. 
 
M: Ok.  Starting interview at 4.09 this is tape two and I am speaking with Callum and 
we were just taking off from where we left off.  You were talking about the 
particular aspects of the design of webpages, like we discussed you know the text 
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searching, back to the legislation for the moment and you said certain features, can 
you think of any other features which you feel don’t assist you in finding 
information that’s on a webpage? 
 
C: Oh no, no I can’t, no, not at the moment no.  No I can’t think of anything off hand I 
am sorry. 
 
M: Oh ok that’s fine.  What is the time?  Ok.  Can we just go back for a moment, can 
you think of any other situations were you tried to find information off the Internet? 
 
C: No, no I am sorry I can’t. 
 
M: No, that is fine.  Do you feel comfortable with me contacting you over the next 
week or so, you may feel that there is something to add and I have left my contact 
details with you and you can always get you before the study concludes before the 
study concludes in November, mid October I do apologise.  Is that ok if I contact 
you just to see if you maybe remembered anything?  Let me clarify that, like over 
the next week we have discussed things about the Internet but you may think of 
something, is that ok if I call you just to check if you have remembered anything in 
particular? 
 
C: Yes that’s fine. 
 
M: Ok, and feel free to call me if you want to add anything to the study.  So I thank you 
very much for your time today I do appreciate that. 
 
C: That’s fine. 
 
M: Ok.  Well I am concluding the interview at 4.12 pm.   
 
C: Thank you. 
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 SENSE MAKING TRANSCRIPTION TWO 
 
Thursday, May 24, 2001 
 
Participant’s Name: Darryl  
Age:   35 
Occupation:  Hospitality 
 
CODE:  M: Michael, D: Darryl 
 
M: Good afternoon Darryl I’m Michael Nycyk from the University of Queensland and 
today I am interviewing you for a thesis of sense-making of the Internet. What I am 
interested in is how you make sense of the information you are finding on the 
Internet and how you are managing it.  So please let me know during the interview 
if there is anything you do not wish to discuss such as names or place identification.   
Now also in the study I can use a different first name if you wish.  All your 
responses and material you give me is confidential.  Are you comfortable with this? 
 
D: Yeah that’s fine. 
 
M: Well the time is 12.46 on the 24th of May 2001.  Could I get your first  and your 
surname please? 
 
D: Darryl (surname omitted for study). 
 
M: What’s your occupation please? 
 
D: I work in hospitality. 
 
M: And you are not studying any formal courses at the moment like a Bachelor’s 
degree? 
 
D: No. 
 
M: To start off with, could you please think of a time when you went onto the Internet 
to find some information for whatever reason at all in the past?  Would you tell me 
about that please? 
 
D: Well, I know I had just started to play around on the Internet and, it was actually 
buying a car and, so I thought well I wanted to find out some information about it 
because it was an older sort of car.  So yeah I basically went on the Internet to see 
what was on there and found a whole heap of stuff, you know, points and what to 
look for and what to watch out for and all this sort of stuff. 
 
M: Was finding that information relatively easy? 
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D: Well, I hadn’t really used it all that much.  Yeah it was relatively easy you just, 
sort of find things and sometimes you would just follow something down the track 
until you actually found what you were looking for and, yeah it was relatively easy 
I suppose.  Easy to get lost in it too I suppose. 
 
M: Can you recall when you were doing that any particular moves that you made to 
find it?  You went to the Internet, did you go for search engines mainly to find 
information off? 
 
D: I don’t know what you really mean by search engines, what is that, like which 
provider you use and that sort of thing to look for it? 
 
M: Oh no things like AltaVista? 
 
D: Ah yeah, yeah.  Yeah well I tried it, you know, I played around.  Depends, you 
know, like I went to Yahoo and had a look at what they had in theirs and, you 
know, from memory I don’t think they did very much and then I went to AltaVista 
and that was were I found quite a bit of stuff.  So, I don’t know, I suppose you just 
look around for what you are looking for if you can. 
 
M: During that time when you were looking for the cars, did you find there was a lot 
of hit and miss in the search engines when you typed it in?  Can you recall for 
example what you typed into the search engines? 
 
D: Oh yeah I just typed in the name of the brand of the car which was a Holden 
Gemini and just followed that.  Yeah, there was a lot of stuff that probably wasn’t 
really relevant because Gemini being a star sign as well you also got a lot of the 
astrology sort of stuff so you had to like pick through it.  Yeah and I suppose the 
more specific you got, you know the more things that got dropped out that may 
have been relevant so, you know, you just get to a point where you think ok you 
have got it down to X amount and number of items and you just look through 
those instead of just pumping in a fairly generic thing and coming up with a 
million and a half hits you know. 
 
M: Ok that’s good.  When you were actually doing that, you said, can you recall that 
there were a lot of sites on astrology that came up?  Did you have to wade through 
a lot of sites. 
 
D: Oh yeah I suppose there were those sort of sites but, I don’t know, you know there 
was other things in it too.  One of the other things that comes to mind is Greek 
Methology, you know, is there a Gemini in that, I’m pretty sure there would be 
you know, all that sort of stuff that you just sort of like, from the heading you can 
tell whether its about a car or whether its about star signs or whether its about 
anything else sort of thing. 
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M: Did you feel though when you were doing that, ok, did you feel like, there was 
something on the screen that was either helping you or constraining or stopping 
you from finding information, like any; like you know, you bring up the sites, the 
web sites, the indexes of web sites, particularly for Gemini as such you’ve got the 
astrology and the car, but did you find that there was anything you can recall that 
really helped you focus on the car rather than the astrology sites? 
 
D: No, not really, it was only, I suppose it comes down to again what the information 
you are putting to search for in the first place.  You can try different ways around 
it, you can go Gemini, put that in as the subject sort of thing you know, obviously 
that is a pretty wide category so then you might try Gemini and then Holden 
afterwards, and you may sort of, they bring up things that have Holden in them, 
like Holden cars the history of all this sort of stuff.  Again it comes down to you’re 
only going to get out of it the information that you put into it, you know what I 
mean.  If the information that you put into it isn’t clear enough well of course you 
are going to have a whole heap of other related subjects that may actually have 
that key word as part of their identification.  
 
M: When you had these long lists and you were looking at them, you typed in, let’s go 
back to Gemini for a moment, you typed Gemini in the search engine lots of sites 
come out, did you feel any, a particular emotion associated with searching, like 
when you were clicking on things was there any sort of feelings coming up 
because you were either finding or not finding…? 
 
D: I suppose after a while you might get frustrated, depends.  I didn’t have any real 
time constraints so I could sit there for an hour looking through things, you know, 
and maybe finding other interesting things alone the way, but, I suppose there is a 
certain amount of frustration when you are not finding the information that you 
want and you just give up and go back to the start again and you work though it.  
There is just a variety of stages.  You might go into a site which actually has a link 
to thirty other sites you know that also may have links to thirty other, so it just 
depends on how far you get down the track as to what you find in a way.  
Essentially I suppose you can get frustrated from looking and continuing going 
from one link to another in the hope of finding something and in the end not 
finding anything and wondering how you got there. 
 
M: But when you say you were worrying how you got there were you clicking on 
those links? 
 
D: Yeah well you would have to be, you look at something and you go oh ok well 
look this has something about it.  One page may link you to the Holden homepage 
so you go to that and of course they only have the latest releases and that sort of 
thing but they also may have a link that may take you to another page that would 
be dealing more within that time, that period of time or whatever.  It just depends, 
you can sit on the net for hours and go around and round in circles, you know. 
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M: If you were doing that did you feel were going around in circles trying to find 
information about the car while you were doing that? 
 
D:  I suppose there was a certain element of that but at the end of the day, again it 
comes down to you can only get out the information that’s there.  So the thing that 
you might want to know about may not be specifically defined, you might need to 
look at a couple of sites to get the whole picture sort of thing, because they each 
had little bits of information.   
 
M: Did you find the answer you were looking for eventually? 
 
D: I came away knowing more than what I started off with.  Again it comes back 
down to how much information is actually there in the first place and how 
accessible it is I suppose.  It might be on some obscure site somewhere but you’re 
not going to necessarily find it by using the information that you have put in like 
Alta or Yahoo or whatever.  It may there in some obscure thing.   Keeping in mind 
that when I was looking for information on the Gemini it was actually released in 
production it was actually a world car so it was sold in places like America and 
Germany and all that sort of thing New Zealand and other places like that.  It was 
the same vehicle but was actually rebadged for that particular country so whilst it 
was called Gemini here it was an Opal something or other in Germany and in 
America it was called something else and even in New Zealand it was called 
something like a Holden Piazza or something like that.  So there is not necessarily, 
again by looking at just Holden Gemini in isolation you may actually be missing 
out on other bits of information that; as a result of being rebadged or renamed. 
 
M: That’s interesting because getting back to that where other country’s name the cars 
differently, I mean that’s there information tag they call it like Opal like you said, 
did you run up against finding that a lot in your search? 
 
D: Oh no I didn’t actually necessarily take it into consideration when I first started 
looking.  So, yeah that basically just evolved that maybe I went as far as I thought 
I could on Holden Gemini’s so then I would take on the next name and go into 
maybe a search engine that is linked or something to whatever that information on 
there. 
 
M: When you said just then about you were searching for Holden, you got to a certain 
point did you, how did you know you were getting to that certain point were you 
feeling any thing, once again, particularly any emotional terms like frustration 
happy or whatever, but the point is did you just get to that stage where you weren’t 
obtaining the answer for Holden? 
 
D: No, no I think it was more a case of, you know, I had probably gathered as much 
information as I could that was there and looked at those as another option because 
you know, whilst the information I was getting was that it was a good car, reliable, 
but there was issues such as rust and things to look out for.  Essentially, yeah I just 
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basically took it that one step further and was able to I suppose validate a lot of 
those things because they were a common problem in all models that were sold 
though at the, it was just something about the build quality at that time with the 
metals and things that made them more susceptible to things like rust, its just that 
was just more trivia and confirmation I suppose. 
 
M: With the trivia and confirmation are you saying that that trivia and confirmation 
were still part of the information gathering process, you were looking at even if 
something was trivial did you find that it still contributed overall to your finding of 
the car or you found out new facts about the car? 
 
D: Oh no not really I think it was overall knowledge really.  Like you would go to 
something and read something and it would be like oh that’s interesting ok and just 
move on.  That’s what I mean by trivia, you would just file it away never to be 
used again. 
 
M: That’s good because, Darryl, when you say you would go and see all these things, 
see the trivia and just file it away, did you actually keep any particular records of 
where you were going? 
 
D: Oh no, no.  Only apart from the odd jottings, if I found a really good site I would 
write it down but like I haven’t been back to them since and god knows, I mean, 
where the piece of paper is but at the time it was useful because I would get to a 
certain point and think oh this is a really good site, so I wrote it down and then, 
you know, you got lost or sidetracked or whatever while you were looking for 
something, instead of going right back to the start you could back go halfway so to 
speak and go back to that site and go ok well I was here maybe there is another 
direction that I could of taken you know.  Whether it be a link or whatever you 
know. 
 
M: Can you recall when you looked at the sites from memory, were any of those sites 
really good, really imparting or, the information was just there, there was the car, 
there was what it was, I guess the engine, the horsepower, the fuel etc; can you 
recall if any of those sites particular really imparted that information to you really 
quickly? 
 
D: I think the sites where the biggest source of information apart from the usual 
specification and all that sort of thing that are readily available,  I think the most 
interesting sites that I came across were people who actually posted on the net 
their experiences.  They post something up, you know Holden Gemini, you know I 
have just gotten rid of it after many years whatever, for anyone that’s interested 
bang bang bang bang bang, information of their experience, so I think they were 
the most interesting and most informative because they actual gave you factual and 
actual information. 
 
M: So, were these in newsgroups or just general postings on message boards? 
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D: No, they were just postings on message boards and stuff like that. 
 
M: Did you feel that what those people wrote was very helpful in your forming an 
opinion of the car and hence getting more information about the car?  What I mean 
Darryl is like you had a look at these peoples’ opinions, did they really help you 
find more information, was there something written in those newsgroups that was 
written that stimulated you to say go forward and do more searching on the 
Internet? 
 
D: Oh no not really I suppose it just, you know, like.  I suppose the information itself, 
and that was what I was looking for, I was trying to confirm an opinion I had 
already had from my own knowledge and, then I was though talking with others 
and all of this sort of thing, it was more of a case of confirming but seeing if there 
was something else that I missed or something that I had already heard about or 
whatever, and by looking at these things, these sites it was like, particularly the 
ones from personal experience was interesting, it gave little points of what to look 
out for when buying and all this sort of thing.  So in the end it became an overall 
information gathering process so that you could go in and reliably, rely on yourself 
to choose, I suppose, the best available product that is out there because let’s face 
it car yards are not going to tell you oh that oh yeah it’s a ripper little car but you 
know the arse is about to fall out of it because it is all rusty.  They are not going to 
tell you that are they and I didn’t actually have somebody that knew enough about 
them to come with me, so I became in essence a requirement to find out as much 
as I could myself so that when I went to purchase I was informed as you like to be 
when you go out and purchase things. 
 
M: Did you feel that the Internet as an information-seeking device fulfilled that? 
 
D: Oh yeah without a doubt I was certainly able to go out and be able to speak 
knowledgeably on things like, you know ask questions.  Don’t ask me what those 
questions are now but I do remember there was a couple of things that had 
prompted me to ask when I actually brought the Gemini that I have got now, you 
know.  So yeah, yeah I suppose that information was just a consumer confidence 
type of thing more than anything else. 
 
M: But it seems you still when you went out to the actual car yards did you feel more 
confident because the information on the Internet was there, like you felt more 
confident? 
 
D: Oh well yeah I suppose if you want to look at it that way too but in essence I used 
it as an information gathering tool and that’s essentially all it was.  There was not 
that much emotion sort of tied to it because it was a case of well if it was there 
great and if it is not you look somewhere else, its, you are not going to become 
suicidal over it.  Its just I think a tool more than anything else and that’s how I use 
it.  If I want to know something I will go and look something up. 
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M: Do you find that most, a lot of things, information you are seeking on whatever 
subject, you will go to the Internet first? 
 
D: I think so, you know.  Its certainly a valuable tool in terms of the breadth of 
information that’s available and the speed in which you can access it.  Basically, 
the biggest problem we face today is people becoming Internet junkies.  There is 
only so much information that everybody needs and you hear about people that sit 
on it day after day, week after week just surfing it and you sort of think well like 
sure there are lots of subjects out there but can it really sustain it for 365 days of 
the year.  I know I get bored after a while I have to go off and do something else 
because it is just, you know. 
 
M: So do you as you are saying prefer to use it as a tool? 
 
D: That’s the only way I use it. 
 
M: Have you every actually been involved in the surfing of the Internet?  Have you 
actually ever done it? 
 
D: What just have a look around? 
 
M: Yes. 
 
D: Oh yeah I suppose everybody does and that was predominately when I first started 
to use it of course you are going to surf the net to see what’s there so you can see if 
you are going to use it as a tool and I know that I can…by having surfed as the 
saying goes, but it is not the be all and end all of my existence sort of thing.  If I 
have got time I might go and have a bit of a quick squizz but now I use it as a tool.  
I use it for E-Mail and keeping in contact with people that way and if I need to find 
out information, well I surf specifically.  I don’t do it on a general sort of basis. 
 
M: Can you recall anything else, I mean we have discussed the car and we discussed 
that you in general you found information before you went and brought the car is 
that correct? 
 
D: Yes. 
 
M: And you felt like we discussed, you did feel more confident when you went and 
saw those people, so would I be right in saying, let me rephrase that, the 
information was predominately for the car was gotten off the Internet? 
 
D: Yes definitely. 
 
M: And how did you actually feel about the fact that it came from that medium rather 
than going to books or talking to other people? 
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D: Well I suppose it goes back to what I was saying before that the speed you can 
access the information is definitely an advantage.  Gemini is an older car now I 
don’t know anybody that owns one at the moment and to go around and actually 
find out from people did you own a Gemini in whatever year and have them say 
“oh no but my cousin did” so you spend essentially so much time just seeking out 
the information before you actually find out if it is worthy or not.  So you know it 
is a tool, I still read books, I still got books from the library and read through them 
to see if they had information there.  So as I am saying it is a tool, its one of the 
things that I do, it does not necessarily normally mean I will discount other sources 
of information, its just I use that as an additional tool to become, to try to have 
more information if you know what I mean? 
 
M: On that point of you saying the speed of the medium do you feel that helps you, is 
speed one of the factors, the fact that you can go to the Internet and it will most 
likely be a fast medium rather than I guess going to the book or whatever? 
 
D: Oh well of course and I think that’s what its all about the information technology 
revolution is about speed you know.  You would be an idiot to say that it wasn’t 
because the entire sort of development of information technology has always been 
about increasing speed in access and all this sort of stuff, so you would have to be 
extremely naïve to believe that speed wasn’t the determining factor.   That’s why 
people use the Internet is because it is so fast, you can talk to someone on the 
opposite side of the world in seconds.  I am sorry I just don’t know where you are 
getting at with that but anyway. 
 
M: That’s fine I am circling the reasons for your opinions and its all fine but with the 
speed issue if I was to ask you do you feel that the speed of the Internet helps you 
locate information better how do you feel about that? 
 
D: Well of course it helps you do it better you know you go to a library and they not 
actually have the book there it may be in bloody Western Australia or something 
and of course you have got to wait a week to get it well there is no comparison, 
you go onto the Internet and you type in a few words and bang its in front of you.  
I just don’t know where you are coming from.  Of course there is an obvious 
difference between accessing information on a more traditional level then 
accessing it on the Internet and again you would be an idiot to believe it is not 
faster. 
 
M: Can you recall another particular instance where you went onto the Internet to find 
something at all, any other instance? 
 
D: Oh well, you know, I go on looking for chat rooms I suppose.  Its always another 
avenue but, I don’t know I can’t really think of anything at the moment.  The car 
was the most sort of intense time but generally I might get on and have a look for, 
I don’t know something, just whatever passes your fancy on the day.  If you have 
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got a couple of minutes to kill you go and have a bit of a squizz.  Faberge eggs, 
there you go.  That is one thing I went and had a look at just purely out of interest 
and I did not really learn anything more off the Internet then I already knew 
because I had already read books and seen displays over the years.  As I say the 
Internet is not the be all and end all it is a tool. 
 
M: You said before that when you were looking for the sites you just scribble the 
URL’s on a piece of paper and record them, is that you did? 
 
D: Yes. 
 
M: Did that help you, I mean obviously you said before you hadn’t gone back to them 
which is ok, but would you of done a more formal way? 
 
D: Oh no because it was only basically to keep track of particular things that I wanted 
to actually go back and have a look at specifically.  I suppose again in the 
information gathering sort of stage of surfing on the net, you know, you get to a 
particular point and there may be a lot of information on that particular site that 
you may not necessarily want to spend all your time looking at just then.  So you 
just keep continuing, you might write that down and think I will refer back to that 
later and see if I can pull something out of it and then you continue on and then at 
the end of the place when you have exhausted as many avenues as you can, well 
then you can come back to those half a dozen sites and look at them in more detail.  
It doesn’t necessarily mean there is any more additional information, it may just be 
a compilation of a whole heap of things and people may of put those sites up there 
to save other people the hassle of surfing around and gathering all that information 
and then trying to put it into some complete form who knows.   
 
M: But if they do that does it help you personally? 
 
D: Oh well I suppose it would speed it up a little bit but then how fast is fast you 
know, like, you then get into the semantics of the amount of nanoseconds it take 
for information to pop up on the screen.  I think half the appeal of the net is that 
you can get lost into sidetracks and all of that sort of thing and find things that you 
may of necessarily never of ever even have thought of or seen or experienced 
before so I think one day there will have to come a time when enough is enough 
and you can only go so fast without getting beyond the pale.  But that is probably 
more a traditionalist’s point of view but anyway. 
 
M: That’s great.  With the information gathering process do you feel that…how did 
you… see I have asked this question before but I am interested in, you went…back 
to the Holden sites for a moment, we’re you looking for other cars as well not just 
Holden? 
 
D: No, no at that time just Gemini’s because that’s what I wanted to buy.  I’ve had a 
Gemini before, like I never knew much about it, but I had one before and it was a 
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nice car to drive, it was reliable, cheap, economical all of those basic sort of things 
you need to know about but of course that was probably nearly ten years ago too 
and of course the cars are ten years old now.  So maybe if I had of hung on to the 
car for the last ten years I would know a bit more but at the time I wasn’t.  It was 
more of a means to an end then something I needed to rely on.   
 
M: Were you searching for peoples’ opinions?  Like I know you said that you were 
searching for the car, the various factors of the car, but getting back to the 
messageboards…their opinions as well, did you find the combination of both when 
you were searching on the Internet, did the combination of both sway you into 
making a decision that that information coming from both sides was relevant to 
what you wanted; the outcome which was mainly getting a Gemini. 
 
D: Well I basically already pretty much decided that, you know of course there’s a 
means of you could go and pick any sort of thing, but for me it was important that 
it was reliable, cheap to repair, all those sort of things.  So, yeah I just wanted to 
buy an older cheaper car that I didn’t have to worry about and you would go 
though and have a look around and think well yeah, no, no, it was comfortable and 
it looked ok and all of this sort of stuff, so there was a lot of the aesthetic thing 
which I had already been through, so that decision point had been made.  Now, if 
though looking on the Internet I found information that would sort of probably not 
support a purchase, even though it looked good and all of this sort of thing well 
then yeah sure, you know that’s why you go and have a look for the information, 
but if the information for the mechanical… 
 
 TAPE BROKE OFF  
 
M: Ok, this is side two of the tape of the sense-making interview.  We’ll just pick up 
from where we left off.   
 
D: Yeah so basically I was saying about how the decision was made on the aesthetic 
point of view and your looking at the Internet to validate what you had already sort 
of decided upon so that decision could of changed at any time.  If you had a 
greater number of personal experiences to say that mechanically it was ineffective 
or it required major repairs on a regular basis and this sort of thing, well then of 
course that would again change the decision but I think for a lot of people and for 
me I didn’t want to get caught out this time, is that they get caught up too much in 
the aesthetics and they think it looks good and it drives alright now and all this sort 
of thing but two thousand k down the track the gear box is falling out because the 
car yard had done something really dodgy just to make sure it lasts as long as it 
takes to drive it out of the driveway sort of thing.  So, for me, I suppose that was 
what the searching for it was all about and I suppose the most valuable thing I got 
out of it was were to look for rust in the car because obviously rust is the enemy of 
every car but particularly in Gemini’s because of the metals they were using at the 
time, they were more susceptible, so it enabled me to say when I actually did go 
and have a look at the car that I have got now I looked in all places a number of 
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sites had said to look for rust and it had been luckily for me the car I had brought 
had been rust proofed anyway but you still looked for those sort of things.  In the 
end I suppose it made a more valuable buy for me because that was, it didn’t have 
any of the problems that were normally associated with buying an older car and a 
cheaper one.  Yeah most places they just want to get rid of clapped out old heaps 
because they have generally been traded in so in this instance I was lucky because 
I was armed with information to be able to make an informed purchase. 
 
M: How did you feel about the fact that you had that information off the Internet? 
 
D: Oh it certainly made looking for a car a lot easier and you would go into a car yard 
and you know you would appear to be knowledgeable so that you know I suppose 
it gave you the power over the salesperson in that they could not give you the 
usual bull, you know oh look here don’t worry about that and all this sort of thing.  
You saw something you knew wasn’t right you could turn around and say oh well 
look sorry mate not interested bang bang bang these are the reasons why. 
 
M: Did you, when you were searching for the information on the Gemini you talked 
about the rust.  Did you specifically look on those web sites for information about 
rust and rust proofing? 
 
D: Oh no not really because like again it comes from peoples’ personal experiences 
that are posted on the web.  Somebody might have had X model and found that the 
rust in the door sills was a problem, you know which rapidly ate away the rest of 
the door and this sort of stuff and you may have somebody else who also has 
posted a similar sort of experience so you would get two people who probably 
don’t know each other and have never spoken to or communicated in any way with 
each other but they have both said the same thing.  So again it comes back down to 
validation really of the information that you are getting, that if a number of sites 
say the same thing they are not interlinked or whatever then obviously there must 
be a problem there so. 
 
M: Are you finding Darryl that the Internet is a, you mentioned calling it like a tool to 
find information but do you feel it validates information? 
 
D: Oh definitely.  I have just spoken about it validation information that it is 
providing and that was without any sort of real form of censorship or anything like 
that, that was just people taking the opportunity to post something on the Internet 
about what they’d experienced. 
 
M: And those experiences that you read once again did they help you in finding the 
eventual goal? 
 
D: Oh definitely because you knew what to look for you know.  It wasn’t just rust it 
was a whole number of things, rust was just one example of the complete picture 
of information that I found a lot of which I can’t even remember now because the 
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purchase has been done and I am happy, but there is nothing to say I wouldn’t use 
it again for my next vehicle purchase you know. 
 
M: Can you recall once again anything, any other moment for any other piece of 
information? 
 
D: Oh no nothing really specifically comes to mind. 
 
M: Would you use it more often now the Internet then previously? 
 
D: Oh yeah I use the Internet as a tool everyday just about to E-Mail people or chat 
with people or if there is something that I want to have a look up I do.  You know I 
suppose most recently; I suppose there is one I used most recently, it was looking 
for a job.  There are a whole heap of sites now associated with employment and all 
that sort of stuff so yeah. 
 
M: When you go to those particular sites on employment and I don’t mean to pre-
empt the tape but some of the things such as monster.com is an example of one of 
them, I am interested in, how do you feel about those sties overall? 
 
D: Oh again they are a tool.  They are not the be all and end all but they have things 
to offer, you know you post your resume and people see it and there is a certain 
amount of contact either way and they may; maybe advertisements for jobs that 
aren’t necessarily advertised in more traditional forms such like newspapers, so 
you know again it becomes back down to speed.  People want to fill vacancies 
quickly and they find now that the quickest way to fill them is via the Internet 
because you have higher exposure to more people who come from varying degrees 
of experience basis and may not necessarily, like if they live in Melbourne they 
may not necessarily read The Courier-Mail so they won’t see the job advertised in 
there but on the other side of the coin, employers don’t always advertise in 
Melbourne newspapers either.  So again I use it as a tool and essentially all I use it 
for you know. 
 
M:  Are there specific things on that site you look at? 
 
D: What the job sites? 
 
M: Yes other than job vacancies is there anything else on those sites? 
 
D: Oh they have various other self-help tools like mock interview questions and all 
this sort of stuff.  But again it depends on what you are looking for in the 
information that you need.  I use them solely as a resource for finding a job, for 
advertisements that are being posted onto the net and then use the facilities that are 
available to automatically E-Mail your application details so again it is a tool, its 
not the be all and end all you know, I still use traditional sources of job hunting 
whether that be through advertisements in newspapers or through word of mouth 
 81
or being referred to by any of the sort of other agencies associated with Centrelink 
so again it becomes not the be all and end all it is a tool that is used in conjunction 
with other measures to try and achieve an aim. 
 
M: Well would you use it to contact specific employers in your industry, specific 
clients to check if they… 
 
D: Oh well I suppose I would probably use E-Mail for that but no I don’t usually cold 
call because, via E-Mail anyway, if I cold call it will be in person or via telephone 
so before any sort of written sort of thing happen, that is just more of a courtesy 
then anything else. 
 
M: Has the on-line resume, you’ve obviously, have you filled out an on-line resume is 
that correct? 
 
D: Yeah. 
 
M: Did that help you or do you see them as a help to impart information to any 
employer? 
 
D: Well I think its, you know again it comes back down to the information that is 
required at the time.  Like ten years ago resume writing whilst has always been 
based on a definitive form of minimum details that need to be included but over 
time the layout evolves and actual content may evolve over different periods of 
working life because people at different times want different sorts of information, 
so I think really at the moment the on-line resume builders are useful in the fact 
that there being developed with industry in mind so there based upon what the 
industry wants as a minimum standard at this particular time so it ensures there is 
some generic cohesiveness to people applying for jobs, and that also speeds up 
their selection process by means of they are only meant to look at the key points 
that they are particularly interested in, they are in the same format so they don’t 
have to actually read though the entire resume to find the information they are 
looking for, as used to be the fairly ad-hoc way in earlier times in that each person 
had their own different style, there own layout.  So in essence you had to spend 
more time looking for the same information that it now takes less time to do. 
 
M: Ok, good.  You tried the resume system? 
 
D: Ah-Huh. 
 
M: Did you get any responses from employers? 
 
D: Oh yeah I had responses and, yeah which have developed into interviews and 
things like that.  Sometimes you don’t have a response.  But in general as a rule, 
most companies will reply to say whether your application has been successful or 
unsuccessful. 
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M: When you go through that process where you posted the resume and they’ve come 
back to you and you got to the interview stage, do you use the Internet to research 
those particular companies? 
 
D: Yeah, yeah.  Most companies now will have a homepage or something; a site in 
which they will have the usual marketing blurbs and a little bit about us and that 
sort of thing, so as a tool yes it is again useful to find out information so that you 
are more prepared.  Again that shouldn’t be used in isolation.   Speak to people.  
See if there are things written about them whatever. 
 
M: So is that how it helps you as a preparatory tool? 
 
D: Well it’s a resource, a tool.  There is no getting away from that point. 
 
M: Can you recall with those sites the usability of them. 
 
D: No. 
 
M: Did you find any that you could make sense of what was on there in the navigation 
and the graphics or whatever?   Can you recall one site where it really did help you 
achieve spot on to that employer, and that job and that resume posting?  If you 
don’t know the name of it that’s ok, but can you recall any particular site which 
was much more of a help? 
 
D: Do you mean in the resume side of things? 
 
M: In the totality of it, in finding the employer. 
 
D: No not really.  All of these things are pretty hit and miss really.  Again it all 
depends on the information you are putting into it but essentially job facilitating 
sites will be as user friendly as possible and people who advertise their business on 
the Internet will also use the same principle in that they want to whoever is 
looking at their homepage to find information quickly, easily and with a limited 
amount of hassle. 
 
M: Do you feel overall that the information gathering process, the information goal 
and management process that we’ve discussed today, how you are making sense 
out of all of that, could we get back to, you still feel Internet is…let me rephrase 
the question please for the tape; do you feel that the Internet, you are making sense 
out of the information the internet…sense as you see it.  I mean that’s such a broad 
word to use, and its very individual just like the word information, but do you feel 
that with the Holden, with the jobs, with the principle things we have discussed 
you are making sense of that information and it is reasonably successful in helping 
you get to that goal of the job, the career, the new car overall? 
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D: Oh well yeah, again I suppose it depends on how much work you put into it and 
your own sort of ability to organise information that you do get.  Again I can’t 
emphasise enough, I don’t use the Internet in isolation, I use it as a tool with other 
means of gathering information.  So I might take certain elements I found on the 
Internet and intermingle that with things that I have heard from other people or 
that I have gotten from a book or whatever to create my own complete picture.  So 
in terms of sense, the only sense it makes to me is that it is useful, that you have 
access to more information more readily, and that whatever you get out of it you 
need to evaluate like you do with any information as to whether it is useful or not.  
If its not useful you discard it, if its useful you use it but you don’t use it in 
isolation because again its another dangerous practice in following an opinion.  If 
you only get information from one source well then how accurate do you know it 
is?  Do you base that on your own opinion of what you have read?  If your happy 
to do that, that’s fine but generally whenever I make a decision I try to get as much 
information as I can from as many different sources so that then you can go into 
these things informed.  Because, as I said before, people will only tell you what 
they want you to hear, ok and when you are looking at companies and things like 
that they are not going to tell you the drawbacks or the bad things, they are only 
going to be going good, yes, great, fantastic, positive, all those sort of things.  
They are not going to let you know what the negatives are, so if there is another 
way of finding out that information well you need to use it.  Not everything is 
good and rosy in the world.   
 
M: Do you feel that any…you can describe any particular emotions when you go on 
the Internet?  I mean once again let’s circle back to Holden, you sit there, you type 
in the information, things come up, are you personally just feeling…can you 
describe in words the things that you actually feel that run through your mind as 
you do this process? 
 
D: Oh no not really.  I suppose the only thing you really hope for at the time is that 
you are going to find out what you want.  If you don’t well too bad, if you do 
great. 
 
M: So if when you go to a site you don’t necessarily feel frustration at where is it, 
clicking on links and going back and redoing it? 
 
D: Oh yeah sure I suppose there is some element of that but if I can’t find out what I 
want I will either you know look for information elsewhere or redefine the 
language you are using to actually find it. 
 
M: Redefine the language? 
 
D: Yes. 
 
M: Is that a technique you use when you are searching for things, redefining the words 
you are using? 
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D: Well again it comes down to, redefining the language is basically what I said 
earlier in that if you punch into the computer and it doesn’t come back with what 
you want then you well you need to redefine the language you put in there, so you 
do a play with words or how its written or whatever, in the order that its written.  
So that’s what I basically what I mean by redefinition of terms. 
 
M: Ok I am just stopping the tape due to noise won’t be a moment.  I stopped the tape 
at 1.38. 
 
 TAPE STOPPED DUE TO EXCESSIVE NOISE 
 
M: Ok the time is 1.43.  Continuing the sense-making interview.  Ok Darryl, do you 
think overall with the Internet that you have found answers you are looking for and 
you have sought those information goals and you have found information overall. 
 
D: Oh definitely it has been positive in terms of me using it for what, like I intended 
to use it for which was essentially to gather information so that you know you 
become more informed but also as a tool to have a link with the outside world to.  
As I said before I use the E-Mail to correspond with a lot of people that I know in 
Victoria that more traditional method aren’t necessarily always available even 
though you can sit down and I use a word processor to do all my correspondence, 
the sheer fact that you have to sit down and spend time blah blah blah to write 
about since the last time you wrote me.  If you are like me pretty hopeless, you 
only ever write every other month or so anyway so lots of things happen and they 
end up as short stories so I use the E-Mail to keep up with people on a fairly 
regular basis, even if its just a hi how you, what are you up to today whatever.  So 
I use that aspect of the Internet.  I also use it to chat.  I get into chatrooms to make 
new friends, talk to people.  But I also use it to research and search for information 
that I might need the same that I use it for job hunting.  So for me it’s a tool 
though it has many different aspects within that tool, it’s a tool that I use in 
conjunction with more traditional methods to do things, to live basically and 
essentially the Internet has become such an integral part of so many peoples’ lives 
because so many people actually rely on it for a number of things you know.  I 
don’t necessarily rely on it for anything, but it does play a part if not a necessary 
part of my present life. 
 
M: Thanks for that.  So can you think of any other moments when you have been on 
the Internet and you have found anything in your information search? 
 
D: I can’t say that I really sort of, don’t know…anything else I couldn’t really add 
much more.  Essentially I suppose as a wrap up sort of thing I’ve used the Internet 
since last September so I am only sort of been dragged kicking and screaming into 
the twenty-first century only just recently.  So yeah at this point I can’t think 
anything more that I can add. 
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M: Excellent.  Ok Darryl thank you for your time today. 
 
D: Thank you Michael. 
 
M: Ok the sense-making interview concluded at 1.46 pm. 
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SENSE MAKING TRANSCRIPTION THREE 
 
Wednesday, June 20, 2001 
 
Participant’s Name:  Ivan 
Age:    63 
Occupation:   Retired 
 
CODE:  M: Michael, I: Ivan 
 
M: This is sense-making interview number three.  Good afternoon, I’m Michael Nycyk 
from the University of Queensland and today I am interviewing you for a thesis of 
sense-making of the Internet.  What I am primarily interested in is how you make 
sense of the information your finding on the Internet and also how you're managing 
that.  Please let me know during the interview if there is anything you do not wish to 
discuss such as names or place identification, company, anything like that.  Also in 
the study if you wish I can use a different name other than your real name if you 
wish and all your responses and material you are giving me is confidential.  So are 
you comfortable with this? 
 
I: Yes. 
 
M: Ok, well the time is 10.19 am, the date is the 20th of June 2001. So to  start off 
Ivan could I get your first and your surname please. 
 
I: Ivan (surname omitted for study). 
 
M: How do you spell your surname please? 
 
I: (surname omitted for study). 
 
M: Ok and generally what is you occupation? 
 
I: I’m retired. 
 
 M: And you are not studying any formal courses like a Bachelor’s degree at University 
at the moment? 
 
  I: No. 
 
  M: Ok.  Well to begin the interview, could you please think of a time when you went 
onto the Internet to find some information for whatever reason?  So we are starting 
off; I would like to know the moment you went onto the Internet to find any 
information at all. 
 
I: The very first time or the most recent? 
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M: A time.  It can be recent or whatever. 
 
I: Yesterday afternoon.   
 
M: And what were you searching for? 
 
I: Information basically on the operations of Windows 98. 
 
M:  Ok. 
 
I: In regard to a particular thing that a friend has got on his PC. 
 
M: How did you go with finding that information?  Was it easy, difficult? 
 
I: It was relatively easy.  I use a newsgroup which is part of the Microsoft  news 
area and they have a Windows 98 general discussion group and I  did find the answer 
finally in a posting.  Somebody else had put up a  question similar to mine and one of the 
other people on the system  answered the question. 
 
M: Was it difficult to find that answer like you just said… 
 
I: No I just tried to scroll through.  I could of searched for it, there is a  find 
function in Outlook Express that I use which probably would of  found it more quickly 
but there are something like seven hundred  postings per day on the newsgroup and I was 
just scrolling down  through them looking for the heading I was after. 
 
M: Did you feel that was the best strategy to use? 
 
I: I found it to work well for me before and yeah I thought well you know. 
 
M: It’s a scrolling thing is it? 
 
I: Oh well there are separate postings and there are so many that you have  to scroll 
down the screen that you sort of step though going down the  screen. 
 
M: Did that help or hinder you from finding exactly what you were after,  that 
information you were after? 
 
I: No it just made it take a little more time that’s all.  But then again I find  lots of 
other information that’s been handed to me just by seeing what  other people are having 
experience with on the system I can…for  example if I am reading a particular 
newsgroup posting where  somebody puts up a solution to a problem I’ll copy that onto 
another  part of my system and keep it so I can search for it in the future. 
 
M: So that’s how you manage the information? 
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I: Yes. 
 
M: Oh excellent.  That’s what I was going to ask you about later if you  used any 
information management techniques like that and you are  saying again you copy… 
 
I: I copy it.  I keep a folder in Outlook Express which is, well there is one  for 
Windows 98, one for Windows 98 SE, one for Windows ME and  when I see a solution to 
a particular problem I actually copy that into  that folder and then later on I can use 
the find function to find the  heading that I am looking. 
 
M: When you do that, how deep do you go with these folders?  Do you  label 
them into classifications or do you just throw everything in one  folder? 
 
I: I just toss it into one folder, with the exception that if it…a lot of the  solutions 
actually quote web sites that you can go to and I will usually  go to that web site and 
have a look at it and if I think its worthwhile I  stick it into one of my favorites and I 
have got those headed under  computer software, computer tips and tests, things like that.  
So I can go  back and find them again. 
 
M: When you do that do you feel that helps you a lot or can it sometimes hinder you 
from, you know, like when you need to go back in and find the information, is it 
categorised well it helps you find things immediately? 
 
I: No, not really.  I would have to remember…well I remember I had seen something 
like that and go back into the area where I knew it was and just find it again.  As I 
said there is a find function, so if I use the word, say “shutdown” for a shutdown 
problem and search for the words shutdown, I would find the articles that mention 
that word because you can search the text as well as the headings.  So I would 
probably find what I was looking for in one of those particular things with the word 
shutdown. 
 
M: This newsgroup site, how do you feel about it overall? 
 
I: I think its good but its just so big, you really have to spend a fair bit of  time 
looking through it. 
 
M: And the fact that it is so large now, being…because the postings are from all over 
the world, can that constrain you from really finding the answer to an issue, like you 
go onto the newsgroup and you won’t exactly find things straight away but maybe 
in the past you could? 
 
I: If I want a solution quickly I post myself and ask for a solution because you can do 
that, you can just sort of, I have a problem with so and so can anybody help or just, 
this is my problem.  On the two occasions I have done that and on each occasion I 
had an answer the same day and the answer was correct.  So, I take the attitude that 
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because I’ve got plenty of time I don’t share my wife’s interest on television.  She 
watches all the soaps and I go in my room and I spend a couple of hours on the PC, 
so I have the time to actually to browse through this newsgroup assimilating 
information about other subjects as well as the things I might be looking for, so I 
don’t mind spending time doing it.  I am not looking for a quick fix in general.    
 
M: And branching on from that, when you decide there’s a gap, there’s a  problem 
like you would like to find out about a driver for example on  the computer, there is 
that gap, and you are going this particular  newsgroup to bridge that gap… 
 
I: Oh well drivers I would not look for there.   
 
M: Ok. 
 
I: For a driver I would try and find the web site of the actual manufacturer of the card.   
For example, last week I had to download the drivers for a Vibra 128 Sound Card 
and that was simply a matter of finding the people who make it, create it, getting 
onto the right creator’s web site and downloading the driver.  Sometimes its hard to 
find where the driver is in their web site, they are not always laid out too well but 
generally they are pretty good. 
 
M: Ok well let’s just expand on that for a moment Ivan.  You said with that particular 
site it is not always laid out so good, but do you find in general that site…sorry what 
is the name of the site again please? 
 
I: Its creative.com. 
 
M: Ok, when you go to that site, like we are going back to the gap of the drivers and 
you go to that particular site, can you recall that when you go to that site whether it 
really does help you or are there constraints on that site which prevent you from 
finding or downloading the information? 
 
I: No.  In general, there is no constraint on finding it, I suppose other than you’ve got 
to navigate your way to the place where it is.  Some of these sites are very easy.  
They have the heading up downloads; you click on downloads and there is a list of 
all the drivers you can get.  Others you have to click on product identified because 
they may make five or six different products and you’ve got to find your way to the 
product you want and then find the driver in the support area for that particular one.  
Generally you can get there its just a matter of sort of working your way through the 
site. 
 
M: So you don’t feel there is any great constraints on that site, you can find a driver 
reasonably well? 
 
I: Yes providing it’s a reasonably new product of course.  If its ten years old its going 
to be very hard.  A lot of them don’t keep that sort of aged product. 
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M: With the newsgroup and that particular web site with the drivers, can you recall that 
when you go to the list newsgroups can you describe to me if you feel any particular 
emotions that when you go to the site and your there and you are trying to find 
things, can you recall any particular strong emotions while you are searching for 
information? 
 
I: Not really. 
 
M: And there is no sense of frustration sometimes? 
 
I: Oh I was frustrated one time with a web site relating to a new motherboard I had 
brought and I had trouble with some of the actual plug ins.  I had a plug in card 
which would give me USB capability for the PC and there was the VIA people and I 
could not get this particular card to work and I went to the web site for the card 
manufacturer and after digging around for a while I found a small comment saying 
that if the chips on the motherboard was made by VIA you would have to go to VIA 
and download a file to make this particular card work.  When I went to VIA and I 
got a bit frustrated trying to find this file.  I did find it eventually but it was not very 
helpful, probably because they are in Taiwan and they are Chinese, without wishing 
to denigrating the Chinese but it was quite difficult.  I was pretty frustrated about 
that at that time.  Plus the little comment about how this card would not work with 
the VIA chips, that was on a very remote area on the site, I just found it by accident 
you know, just browsing through.  So yes on one occasion I was a bit cranky about 
that the way things worked. 
 
M: Just taking that for a moment you were unhappy about that particular situation, did 
you find any accompanying physical sensations, headache or any sort of rage? 
 
I: No just frustration.  I wasn’t physically upset about it. 
 
M: So overall with that site, you know where you said the print was small, you went to 
another site, did you still overall find the answer you were looking for. 
 
I: Oh yeah.  I did find the answer and I got the motherboard and the card to work 
together.   
 
M: And the same with the newsgroups, do you tend to find that you do generally find 
the answers you are looking for? 
 
I: Yes I do. 
 
M: Do you find…would you say that the newsgroups overall is useful in terms of, it 
really does help you in your search? 
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I: Very much so; in particular because there are a group of people on the Microsoft 
newsgroups who call themselves Microsoft Volunteer Professionals, are they are 
actually licensed by Microsoft and these are people who have demonstrated to 
Microsoft over a period of time that they have a valid knowledge of the Windows 
product and are prepared to pass that knowledge on.  On this particular group, the 
Windows 98 group, there are probably six or seven of them and they come up all the 
time and they produce really good information. 
 
M: And they do help you? 
 
I: Oh very much so. 
 
M: Is the site relatively easy to navigate? 
 
I: Oh well it’s a newsgroups.  Newsgroups are just a list of postings, there is no 
navigation you have to scroll through to find what you are looking for. 
 
M: Ivan can you think of another instance where you were specifically searching for 
information on anything at all, another instance please? 
 
I: Well yeah.  I use Pinkboard looking for associations with other men. 
 
M: Ok with this Pinkboard how do you feel about the site in terms of finding 
specifically what you are looking for? 
 
I: Well it’s a personal site where you are looking actually for contact with men for 
sexual purposes and its simply a matter of normally you are advertising yourself and 
nominating what you want or reading the advertisements and finding what other 
people want. 
 
M: Is it strictly a personal board? 
 
I: Oh no they have other areas.  They have got two levels of membership.  You can 
either be a member of what they call Pinkboard or there is DOAP which is a 
subscription membership.  They have classified advertisements or a general or 
sexual type of, adult I think they call it.  They have information about places where 
you can go and meet other people.  Its sort of diversified. 
 
M: So if you are looking for information on, just take for example a place to go like 
they may advertise a venue, is that information easy to find on that site if you can 
recall? 
 
I: It is really.  On that site it seems not to be terribly up to date but the actual 
information is not hard to find, it is generally fairly well set out with headings 
although recently they have altered that site so its not quite as easy but if you’ve 
been using it for a while it is not hard to find. 
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M: The information in the personals, is it easy to find, I’d imagine there are headings of 
what is in there… 
 
I: Yeah each advertisement displays a heading which you, if you are interested in that 
heading you can click on it and display more information about the heading. 
 
M: Is there any other things in that site, its just a heading, is there any icons or any 
symbols? 
 
I: When you actually search you can nominate the type of subjects you are looking for 
and when you ask to display the ads they only display ads with the type of subject 
you are looking for and depending on your own choice because you can make a lot 
of choices on this site, you can display ads with icons or ads without icons.  If you 
want to display the icons each heading has a number of icons chosen by the 
advertiser which display visually what the ad is about. 
 
M: Do you find that helps you to find a particular person? 
 
I: Oh I don’t think so it just takes up space.  I think the ads are fairly descriptive of 
what people are looking for and I chose just to use the headings without the icons. 
 
M: Are those, if you were putting those icons in would they hinder you from finding 
contact with a particular person or are the headings sufficient enough to really 
find… 
 
I: I find I don’t need the icons, I regard them as a space waster.  If you put the icons in 
you can probably only get twenty ads to a page whereas if you take them out you 
can get fifty ads on a page if you want to see fifty ads.  The icons if anything 
distract me from reading the text and I don’t see the need for them. 
 
M: If they a distraction do you feel they are a hindrance to getting at the information 
specifically that you want? 
 
I: Yeah I think so.  I don’t need them, I would regard them as not good. 
 
M: You click on a heading on a particular person who has put an ad on there, is there 
anything when you click on; what is the information generally like in those 
headings?  You click on the heading it opens up I guess with someone’s personal 
description, is that information that is in there what you are seeking? 
 
I: Sometimes yes, sometimes not.  Sometimes the people are obviously idiots or 
uneducated and have no idea what they want.  Other people write too much.  I think 
though generally they get the message across alright yeah. 
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M: Can you, is there anything you can recall in that site, can you move around and see 
maybe photos of people? 
 
I: Oh well there is an option, people can display photos if they wish and they display 
automatically if there is a photo when you open that particular heading you will see 
the photo yeah. 
 
M: Do you think if they had photos in there it would help you…I guess here Ivan when 
you say information I mean it is still basically information, its about a person, it 
does not matter that we are not talking about a piece of computer equipment we are 
still talking about seeking information. 
 
I: Sure. 
 
M: And we are seeking information about that person.  Would photos do you think help 
you in the decision to meet or contact that person? 
 
I: Probably not because there is nothing to tell you that in fact is a photo of a person 
who is advertising and in general, because of the nature of Pinkboard, its only a 
photo of his genitals anyway, what’s the point?  No I don’t regard the photos as 
being particularly of use and in fact if anybody asks me for a photo I generally don’t 
offer a photo and I don‘t see any point I don’t ask for a photo because it doesn’t 
prove anything.  A photo can be a fake, it can be the truth but then again it doesn't 
tell you anything about the person just what they look like. 
 
M: So just to clarify that Ivan, there is nothing on that site that says these are genuine 
photos of a particular person. 
 
I: No. 
 
M: And do you find that is hindering you from deciding to seek more information or 
ultimately contact with that person? 
 
I: No because I regard the photo as being unnecessary,  I don’t seek to know what 
someone looks like before I meet them. 
 
M: Ok so there are some gaps there I guess with that particular site, but do you still feel 
overall that the site helps you from finding information out about people? 
 
I: It helps me find people to meet.  I find the site frustrating in that there are a lot of 
idiots there, people who are not genuinely advertising in that they don’t ever intend 
to meet you anyway.  I strike a lot of people like that.  I also get frustrated by the 
fact that most of them aren’t interested in who’s 63 which is a person thing which I 
can understand too.  But I think from a point of view of, people who have an age 
preference they ought to say so in the ad, I know a lot of people don’t, so I find that 
using that site is sometimes frustrating because of the fact people don’t say exactly 
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what they want.  They waste time contacting people, making arrangements then 
finding out that will never happen because of some unstated preference. 
 
M: So even though I suppose in this case it is out of control of the webmaster in the 
sense that… 
 
I: Of course yeah. 
 
M: Like people will lie, so that, you would probably find, even though it is out of 
control, it is still the main constraint from finding, because once again I know its 
contacts with people but its still information so that information is lacking, there is 
nothing on the site to really enforce people being… 
 
I: No.  In fact the person who runs the site has quite a good lead in to the site in 
providing information about how you should approach people and how you should 
be cautious and meet in places where its public.  I thought the way that the guy who 
runs the site put a lot of information in, it was quite valuable, in fact, to people who 
are less mature then I am or perhaps just approaching it for the first time.   
 
M: That person doing it, that helps you in the information gathering process because 
you have got something at the front of the page saying what really should be the 
ideal so you go into the site… 
 
I: Yes I believe, well, I don’t think it would help me so much because I’m sort of, I 
have been around a long time, so I would regard that sort of behaviour as a natural 
thing but someone who was a bit immature or new on the net approaching that site 
if they took the time to read that would benefit from what is written there. 
 
M: So you don’t see that as a block you see it more as a help? 
 
I: I believe yeah, its good that he put it there and it is good it was put there. 
 
M: Were there any particular emotions out of it, once again in this context I am talking 
about the information searching, like we discussed with the newsgroup, do you feel 
any particular emotion and you go in there and you are searching for once again, 
information about a person in those ads? 
 
I: Not sort of, not what I would call an emotional response but if I see a particular ad 
which appeals to me obviously I am pleased to see that and therefore hopeful that if 
I answer it I get some valid responses that will result in me experiencing pleasure, 
but I don’t regard the actual opening of an ad and reading it as an emotional 
experience, its just sort of something I am doing. 
 
M: Would you say overall, regardless if meeting someone is an outcome, do you still 
feel overall in finding information?  It sounds a bit clinical but in the sense of like, 
you want to meet somebody, you’ve got this gap of you would like to meet 
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someone, you go to that site and you scroll though I guess it must be a lot of ads, do 
you still overall get the answer you are looking for?  Once again I know it’s a bit 
esoteric when you are talking there is a difference between a driver and a person 
but… 
 
I:  From the point of view of what I am ultimately looking for no I have never found 
what I wanted from that particular site from a personal viewpoint.  I have used it for 
other reasons.  I also at once stage was advertising to help people with repairs or 
upgrades to computers and I got a bit of work out of that but that generally wasn’t 
too good either. 
 
M: When you say you got a little bit of work out of that can you recall were there a few 
people who responded? 
 
I: Seven all up.  The response generally wasn’t good mainly it was people who had 
computers in pretty poor shape and didn’t want to spend money on them anyway so 
I found it a bit frustrating going to some of these sites.  Two of them I was quite 
embarrassed because when I got there I found that the solution was so simple I 
didn’t want to take his money.  It wasn’t…it was something suggested to me by 
somebody as a possible way of extending my hobby which is fiddling with 
computers and that was one other way I used that site but it didn’t come to much. 
 
M: Did you feel that on reflection that you were honest about the information, were we 
are talking about offering computer services… 
 
I: Oh yeah. 
 
M: That you were providing enough information or would you in hindsight of gone 
back and reworded your ad? 
 
I: No I think that what I basically said was that I could assist in installations or repairs 
or problems with upgrades with computers and I think that was enough.  I think it 
was enough yes. 
 
M: Did you feel, did the medium constrain you in how much information you could put 
in? 
 
I: There is a constraint in that you are not allowed to use telephone numbers in ads on 
Pinkboard.  You are not allowed to use anything that identifies you personally so the 
ad by virtue of its nature has to be, what’s the word, well you can’t identify 
yourself, you can only put an ad up and have someone reply by E-Mail so I don’t 
think you can really say very much.   
 
M: Do you feel that doing that, you have a gap that you have a hobby of computers and 
you thought or you would like to go out and help other people who are having a lot 
of problems so that is a gap there, did you feel the fact that you couldn’t put your 
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phone number in that virtual environment to being  a major constraint to getting 
information off these people and ultimately contact with that person to go and fix 
their computer or whatever? 
 
I: The only constraint was they couldn’t ring you up immediately which you were 
going to tell them anyway, so I had no problem with the idea of putting my phone 
number there.  I understand why that particular site does not allow phone number 
because its open to abuse you know anyone could post anyone else’s phone number 
and create a nuisance from themselves.  So I accept the reason why that phone 
number is not able to be put in the ad and I agree frankly so I don’t find it to be a 
constraint other then it requires two communications before you can actually speak 
to a person. 
 
M: Those two communications, you still feel it may help you in reaching a goal if you 
could be more explicit with addresses and phone numbers? 
 
I: Yeah well of course you can be more explicit but its just that particular site, like 
there are other sites that you can advertise a phone number if you wanted to.  There 
again it gets down to just what sort of market I am looking for, you know, the 
person who suggested I should put these ads in was a gay person who had….   
 
TAPE BROKE OFF 
 
M: Its 10.50 am the tape just broke off, I am discussing here with Ivan and we are just 
picking up from where we left off.  Ok Ivan could you continue with that train of 
thought please. 
 
I: The person who suggested that I should do this thing was a gay person who had a 
lot of things on his hard drive which he considered to be embarrassing if he took his 
PC to a shop to have it repaired and I have been repairing his PC on and off for a 
while and he said why don’t you advertise.  He actually wanted me to advertise in 
Gay Pride and a few things like that but I didn’t want to go that far. 
 
M: Was Gay Pride on the internet? 
 
I: No it was a free newsletter thing they hand out. 
 
M: When you say he wanted you to advertise, but you felt reluctant advertising your 
information in a particular periodical… 
 
I: No there is a reason why I didn’t want to particularly advertise in any kind of 
periodical is my wife is in a receipt of a pension and if I was to be earning any 
money like that I would have to account for it and although I don’t see the amounts 
that I did earn or could earn as being very much it would be a pain in the butt and I 
don’t know how true it is but I am told that the authorities scan advertisements for 
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phone numbers and check on who they are, so who knows.  I decided I didn’t want 
to advertise in print media. 
 
M: You feel more comfortable advertising your information in a virtual environment 
rather than… 
 
I: Well in that situation it is fairly anonymous and if you are advertising on Pinkboard 
I think you are most likely only to get people from the target market answering your 
ad anyway. 
 
M: Is it a gay and lesbian or is it strictly a male site? 
 
I: Its predominately male although they have an area for mixed advertisements they 
call them. 
 
M: Ok let me circle back for a moment to Pinkboard the site itself, is there any 
provisions on that site to manage the information?  Like for example on 
amazon.com there is shopping baskets and it will bookmark you. 
 
I: The actual, you can nominate your preferences.  There are two types of way to log 
in.  One is to just log in and nominate a particular preference.  The other is what 
they call the advanced log in that you can nominate a range of preferences for areas 
as well as types of activities and if you choose you can then allow them to establish 
a bookmark, you can either have a bookmark or not have one.  If you choose to 
establish a bookmark every time you log in from then you will go straight to the 
area you are looking for.   
 
M: Do you use that? 
 
I: Yes I do. 
 
M: Does it help you find the exact information about people or things you are looking 
for? 
 
I: Well the advantage is that I can choose to only look at ads in Queensland whereas if 
I didn’t have that ability I would have to look at ads in every state in Australia and 
sift out the Queensland ads in it. 
 
M: So its restricted mostly to Australian based ads and information? 
 
I: Yes I believe so.  Australian and New Zealand…well I am not sure if New Zealand 
is involved. 
 
M: So its called a bookmark. 
 
I: No its called a cookie actually. 
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M: A cookie? 
 
I: They can establish a cookie on your PC if you chose to let them which are different 
to most sites, most sites just try to whack a cookie in there but on Pinkboard they 
give the option to enable a cookie or not or disable one. 
 
M: So in your case are you saying…or rather do you feel that the cookie does help you 
target in on the information? 
 
I: Oh it does yes it takes you back to the exact area you were looking for each time. 
 
M: If we could move now please, we can take a moment if you want, but if we could 
move to another, a third particular moment where you did log onto the Internet to 
find information, can we go to another one please another particular moment that 
you can remember? 
 
I: Sure.  I am interested in things involving space and one site I use a far bit is 
space.com where they display a lot of information about the shuttle missions and in 
particular the shuttle missions but they also provide information about the Hubbell 
Telescope and some brilliant photographs of star fields and that sort of thing which I 
particularly enjoy and on top of that they give you all sorts of other information.  
One particular thing that I found particularly interesting was an arial; well sorry a 
satellite photo view of that American P3 that landed on Hainan Island after it 
collided with that Chinese aircraft.  They had a very good photograph, you could get 
down to actually seeing the engine cells on the wings of the plane so it wasn’t really 
great detail but it was pretty good and off to one side you could see the bays where 
they have the Chinese fighters sitting at the end of the runway ready for takeoff and 
I found that interesting too. 
 
M: There were actual photographs of planes at the end of the runway? 
 
I: Ah yeah, there was actually a satellite photograph of the whole area and you could 
zoom in on it using the zoom button on the screen and as you zoomed in you could 
see more detail and more detail and you could actually move the area you were 
viewing with the buttons on the screen and I had seen the left hand end of the 
runway from the way you looked at the picture a short runway going off and then 
spreading out with little, like herringbone pieces off it and, so I moved out to that 
area and zoomed out on that and there were the shape of all these fighter planes in 
their little bunkers which I thought was interesting too.  I am pretty keen on 
anything to do with space, I don’t to know about it, it’s just an interest. 
 
M: Did you specifically go looking for that satellite photo of that Chinese incident. 
 
I: No that was offered.  When you get onto the actual homepage of space.com they 
offer lots of information.  They have the headings spread out, they have a daily 
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news item which usually involves a small picture you could click on.  On this 
occasion it was big news and they had the picture and it was offered as something 
you could see.  In most cases, when I go onto that site I am looking for pictures of 
star fields and nice wallpapers for the desktop on the PC. 
 
M: On that homepage is it something like a pop up window or something that comes 
on? 
 
I: They do have one pop up advertising a little spy camera thing.  It pops up but you 
can get rid of it just go Alt F4 and it just goes away. 
 
M: Is this NASA’s site? 
 
I: They have a lot of information from NASA but it is not a NASA site. 
M: So getting back to this window that comes up, is the information on there helping 
you go to something you are specifically seeking or is it just a general 
advertisement. 
 
I: Its just a, well.  The space com site is where I sort of circle around and look for 
information but this pop up window that’s just an advertisement is that what you 
mean? 
 
M:  Yes but it is more what is actually in that window, is it a news headline or 
something? 
 
I: Oh the pop up window, no its just an advertisement for a little camera.  It is trying 
to sell you something. 
 
M: Does that hinder you or does that cause an annoyance when you want to go and find 
information? 
 
I: I regard it as a nuisance yeah but I just turn them off straight away. 
 
M: So it doesn’t actually hinder you from finding information? 
 
I: No. 
 
M: So the homepage of space.com comes up and can you recall, is it like onto one side 
there is information about what’s going on like the Chinese spy plane incident? 
 
I: Its laid out a bit like an index page on a magazine that would be a parallel, where 
they show you things that you can find on the site and they list news items, they list 
items of interest like say the Hubbell telescope or, they tell you what they have 
available on the site and then when you click on the heading it takes to another page 
on the site where you can actually see the thing you are looking for.  On the 
occasion of the Chinese, the business with the Chinese getting the American P3 that 
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was the news item for that day, they popped up the fact that they had an arial 
photograph.  On other days they provided information more recently about the 
effects of a very large solar flare that was affecting communication around the 
world.  There was an article yesterday when I looked at it about a total eclipse of the 
sun which is going to occur in Angola and Zambia tomorrow being the twenty first 
where it will be total in that part of South Africa but not necessarily in the rest of the 
world and articles about that and how to see it. 
 
M: Do you find Ivan that, are you specifically looking for those particular items like the 
solar eclipse or the Chinese incident when you log on there? 
 
I: No, no, you could call using space.com just browsing for interest, but its one I go 
back to fairly regularly because I am interested in that sort of thing. 
 
M: But there would be times do you say that when you go to space.com you really do 
want to find some information regardless of whether it’s a picture or a news release 
or anything? 
 
I: Not very often.  There’s another site where I go to for that kind of information and 
its called Heaven’s Above.  They provide the information about satellites and where 
they are around the world.  I was interested when Mia was coming down, I was 
interested in just where it was going to come down so I was going to there and 
looking at that and I was interested in one stage only a few weeks ago the actual 
International Space Station was passing over Queensland and they had information 
on that site over the areas and times where it would be directly overhead, so I went 
there looking specifically for that information. 
 
M: Did you get the answer that you wanted? 
 
I: Yes I did it was a very good site.  What you did there was they asked you to 
nominate the city you are living in and they said if it was not listed put in your 
longitude and latitude.  In fact Brisbane was listed, they had some three thousand 
cities around the world listed.  I put in Brisbane and straight away it came up with 
the information it would be overhead and the path and a graphical display of the 
earth with the actual orbit track over Australia.  It was very helpful actually. 
 
M: So you found the answer you looking for like you said? 
 
I: Yes. 
 
M: Is it like a drop down bar or just like a form that you just type in, or are there 
options like it can come up Sydney, Melbourne, Brisbane? 
 
I: The actual town thing, it was a drop down menu yeah. 
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M: Is there any thing else on that site that provides, when you have a particular gap.  
Let’s give a quick example I am thinking, like you wanted to find out when the 
space station was going to come over this city, is there anything else, like, you had 
that gap.  You went to that site to find out that information so therefore you felt that 
what was on there, the method of you finding out when it was coming over, you 
found overall it really help you? 
 
I: Oh yes, yes it was very good.  In fact I was quite surprised, I expected I would have 
to dig through something but it was a very accurate, very quick thing. 
 
M: You felt you had to dig through something? 
 
I: I thought I would have to but it simply a matter of nominating a city and there was 
the information. 
 
M: So is that a thing Ivan when you are saying you have to dig through something, is 
that a major constraint whenever you are looking for information you dislike that 
about sites that you have to dig? 
 
I: Ah, I don’t dislike it.  Its just helpful when the site is written or is actually complied 
so you can see what you want quickly, that’s very nice but in the real world you 
don’t always find that I don’t expect it.  When I find it its good but when I don’t 
find it I just keep looking for what I want. 
 
M: Ok but do you find that it’s a particularly frustrating process all the time or some of 
the time? 
 
I: I don’t really think it…well it frustrates what you want to do but I don’t feel 
frustrated by it.  The only time I every really felt frustrated was that time I 
mentioned before at the VIA site where I had to, I only found what I was looking 
for by accident and I was frustrated from the point of view I couldn’t get the 
motherboard to work properly because in my mind should have been displayed 
more obviously.  It should of came either with the motherboard where they say you 
may find conflicts with this motherboard and certain products.  I think that should 
have been more explicit with the supply of the actual product, but that’s go nothing 
to do with the web site.  No, if I, I think that I enjoy searching for something 
anyway because when I find it I have actually proved I can find it.  I guess that’s an 
emotion isn’t it yeah?   I don’t really mind looking for something and it takes up 
time too.  As I said I am retired and I am sitting there fiddling with the PC.  That’s 
what I like doing. 
 
M: Do you feel, you described the emotion of happiness, would that be a good tag to 
put when you find information? 
 
I: Oh yes, pleasure certainly.  I don’t seem to think of it as an emotion though.  I am 
not by nature an emotional person.   
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M: Ok so, when you are searching for information could you tell if you use any other 
management techniques? 
 
I: I particularly use a program called Coperinc.  It’s a search program put out by an 
American company.  The site is coperinc.com, it’s a free program.  What they do is 
they give you the free program and get you to register and you can download it and 
then they send you E-Mails trying to sell you the actual full program.  But the free 
that they give you is very good.  It operates by searching ten search engines.  You 
are aware of these like Google and Webcrawler and all those.  You nominate what 
you want.  You can search by words or you can search by exact phrases.  Not all 
search engines let you search by exact phrases but most do now and what you do is 
you type in the exact thing you want, click search, and it actually goes through up to 
ten other search engines, picks the best ten from each one of those in its programs 
opinion and displays those for you and I have found that that’s a very good way of 
finding information.  If you just search Yahoo you only find what’s on Yahoo.  If 
you search Google you only find what’s on Google, but this gives you a range from 
ten different search engines.  I have found it particularly good when I have been 
looking for things. 
 
M: So you find it particularly good because it’s a meta search engine. 
 
I: Yeah, meta search is the word.  It provides me with a much better range very 
quickly whereas if I wanted the same result I would have to go through ten search 
engines and regard each one of those myself, all the solutions they produce and 
analyse those and bring them all down myself, whereas Coperinc just give me the 
whole lot in one go generally, but its usually very good. 
 
M: Ok concentrating on that Coperinc for a moment, do you feel it helps you find 
information quicker or better in your opinion? 
 
I: Quicker and probably…quicker is the main thing.  For example a friend of mine has 
a skin disease called, I had never heard of it before, its called…oh I can’t think of 
the name.  Anyway it was a sort of Latin type name and I typed that into Coperinc 
and it found it, it found lots of information on it and I had never heard of it before.  
It’s a virus that creates little lumps on your skin and mostly school kids get it 
apparently and it produced immense amounts of information which he was very 
pleased with because I typed out the most relevant ones and gave them to him 
because his doctor had said you have got this and he was sort of worried about it, he 
didn’t know what it was all about.  When I gave him this he said oh this is great, 
now I know all about it and I have found that kind of thing using the search engine 
it’s a good place for me to start.  For example, I have a thing about a place called 
Palmyra, its an island north of the Equator.  Its deserted and occasionally I sort of 
look it up, its like a dream.  Anyway I bumped it into Coperinc and it came up with 
a whole range of stuff about the place, even arial photographs.  Not directly, but I 
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found them because of that and its sort of the first place I go when I am looking for 
something. 
 
M: So that particular search engine really does help you overcome gaps in finding 
information? 
 
I: It makes things much easier to find.  Even drivers.  When I am looking for a driver 
for something I got a driver, a soundcard out of a PC my brother gave me was one 
that had been scrapped, and the only thing I could find on it was the word Vortex so 
I pumped Vortex into Coperinc and ended up with the site from the manufacturer. 
 
M: Let me just take that for a moment.  With Vortex and you put it into Coperinc ok, 
were you expecting the answer straight away? 
 
I: Oh well let’s put it this way, I hoped for it.  I don’t always get the answer out of 
Coperinc.  Sometimes I do sometimes I don’t.  Most times I do. 
 
M: Did you use Vortex just the word Vortex? 
 
I: Just the word Vortex yeah.  I got a lot of other stuff too because Vortex describes all 
sorts of things but this particular soundcard had a, the word Vortex on it and it 
turned out to be a particular company.  
 
M: So you didn’t try like Vortex Soundcard as a search term? 
 
I: No I just put in the word Vortex yeah. 
 
M: Ok, well just with the word Vortex you didn’t feel that constrained you from 
finding… 
 
I: Well that was a start but if in fact I didn’t get from there I would of put in Vortex 
soundcard and something else but I go simple to start with and then if I don’t get the 
solution from that then I sort of put a bit more in. 
 
M: But Coperinc do you find most of that most of the time you get the answer you are 
looking for? 
 
I: Most of the time I do. 
 
M: And do you feel that it really does help your progress in finding specific 
information? 
 
I: It does yes, definitely. 
 
M: So you can’t, you don’t recall any constraints on that search engine that really 
stopped you from finding exactly what you were after? 
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I: No, no constraints.  In fact they offer a lot of advantages if you went and brought 
their commercial version it actually allows you to narrow the field more and you 
can search on particular subjects, categories rather than searching on everything 
which the free one you have to search on everything.  For example, you can’t search 
on Australia only or America only or the U.K. only which are things they offer in 
the commercial version. 
 
M: Ok but do you feel Ivan is that…in the freeware version or the first version that is 
all ok you still finding the answers you are looking for… 
 
I: Oh yeah that I am looking for. 
 
M: But if went, if you paid the money and went to… 
 
I: Yes it would be quicker. 
 
M: Do you think that it would help you more? 
 
I: No I have no need for it. 
 
M: Is that particular site reasonably easy to use? 
 
I: Yeah very easy. 
 
M: Is it like a portal like in Yahoo where its got subject indexes? 
 
I: What they do is they, or how I use it is, it produces a long list of sites where it has 
found what it believes to be relevant and you can click on those and it will take you 
to the site or it offers you the ability to browse results.  You click on results click 
browse and then it actually produces a text version of what it found with the heading 
from the site and then text that it found on the site which is easier to use than the 
actual (inaudible) that they showed you initially so it makes it easier from the point 
of view that they give you more information and that particular browsing of results 
is graded in percentage in what the program believes is the percentage likelihood of 
you actually finding an answer there. 
 
M: Is that percentage, does that help you zero in on the information you are looking 
for? 
 
I: Ah, I don’t, well in effect it puts the ones with the highest percentage first so if their 
right you get the answer straight away so in that context yes it is. 
 
M: You say that it comes up in text initially. A bit like AltaVista would you say or 
much more explicit? 
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I: More explicit. 
 
M: Could you just elaborate on that. 
 
I: Well it actually, of course it doesn’t do it for every site, but when it actually, 
sometimes it finds the word that you are looking for inside the site so the actual 
heading is, doesn’t include the word, and of course the words you have chosen are 
highlighted too in yellow.  If the word is not in the actual heading for the site they 
then include the text that they found on the site which includes the word you chose, 
so there may be a paragraph from something which includes that word and its 
highlighted so you can see it includes the word you were looking for.  So from that 
point of view it’s a little bit better.  If they were to show you just the headings the 
word you’re looking for is not necessarily in the heading and you wouldn’t choose 
to look at it whereas it may be the site you need. 
 
M: Does that highlighting help you find the information straight away? 
 
I: Yep it draws your eye to that subject yeah.   
 
M: Its acting as a help? 
 
I: Yeah. 
 
M: So just circling back to that for a moment so you feel that, what would you say 
about Coperinc?  Do you go there a lot? 
 
I: Yeah.  If I don’t know where to go I go there straight away yeah. 
 
M: So would you say it’s a major help in you finding real specific information? 
 
I: It is yeah. 
 
M: Just stopping the tape for a moment. 
 
M: Ok starting the tape at 11.20 am and we are discussing information seeking on the 
Internet how Ivan is making sense and managing that.  Let’s Ivan lets just go back 
to just one last point on Coperinc, we have been discussing on how it overcomes a 
lot of gaps on finding information.  So you would say it is good for finding specific 
information most of the time? 
 
I: Most of the time yes. 
 
M: And good for general information searching. 
 
I: Yes. 
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M: There is nothing on the site that allows you to manage the information.  Managing 
the information was good in terms of you told me it comes up in text and there is 
yellow highlight so do you feel you are managing the information better because 
you are seeing what is highlighted in yellow? 
 
I: Well I am not managing it because its there for me to read and use.  I don’t think 
managing is the right word.  Yeah, no I can’t see how I am managing the site. 
 
M: Do you get a lot of information out of Coperinc? 
 
I: I do. 
 
M: Do you tend to get a better overall result then say AltaVista, Yahoo, Lycos? 
 
I: Yes because I get information from a range of sites whereas if I was to go and 
search those sites individually it would take me a lot of time.  To search Coperinc 
can only take two minutes and that is searching through ten sties. 
 
M: Do you find, do you take any of that information, like not every single site would be 
I guess would be fulfilling the information gap that you need. 
 
I: No. 
 
M: But when you do find these sites and you are saying they are better than Lycos etc, 
do you find you are managing them in terms of…do you go and bookmark those 
sites or keep them or cut and past the URL to a spreadsheet? 
 
I: I bookmark them generally but you don’t lose these searches it saves them and you 
can go back to them anytime you like.  I had some fifty or sixty searchers I’d done 
in the past and start them again or actually refer to them.  But I generally bookmark 
the sites and put them in favourates when they are of use to me. 
 
TAPE BROKE OFF 
 
M: Ok its 11.24 and this is sense-making of the Internet and we are just going onto the 
process of Ivan was talking about bookmarking on Coperinc.  He goes to Coperinc 
and bookmarks as a management technique.  So just to clarify that do you feel that 
the bookmarking that you do from Coperinc really helps you find and store 
information for future use? 
 
I: It does.  Its actually quite valuable because obviously if I was to write it down I 
would then have to remember where I put it but in the bookmarking I actually have 
subjects for the bookmarking, for example, computer tips and tests or gardens, you 
know that’s one of my other interests is gardens on the net.  If I can just go back and 
click on it its so much simpler I just click on computer tips and tests, click on the 
subject I want and I got the information back again and its very easy to come back 
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to it that way but even if I were not to bookmark it I can go back into Coperinc 
because I save the searches in Coperinc and I can go back and reactivate that search 
and look at the results at anytime I like too. 
 
M: Can I just clarify that you said save the searches in Coperinc.  What do you mean by 
that please? 
 
I: Well the actual, the total result of any search I do is actually kept on the computer, 
so if I open the Coperinc program and go back I can scroll back to the actual search 
I did, click on that search it will bring back the results of the search so that is kept 
all the time on the computer.    So I can get two ways.  If its something that I 
particularly think I want I can bookmark it and come back to it through the 
bookmarking.  If its some future time which I have done just recently, I wanted to 
go back to get a driver for a particular soundcard I just went back to the search on 
that soundcard which was a ES1861 I think it was, looked up my search on ES1861, 
clicked on that and it displayed the actual search result again which showed me 
where I found the driver and I just went back to it that way. 
 
M: So you felt that really helped you find information? 
 
I: Oh certainly yes.  If I had written it down somewhere I’d have to remember where I 
wrote it down or else I would have had to do a complete new search whereas having 
it still there I’d just go back and look at the search result I had had. 
 
M: And you tend to find most of the time you find the answers you were looking? 
 
I: Yes. 
 
M: So you don’t feel blocked in anyway using that… 
 
I: Oh no, in fact it’s a very good tool, its really as an information source the PC and 
the Internet is great. 
 
M: Well thank you very much for your time today Ivan in doing that its appreciated and 
I am closing the interview at 11.28 am. 
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SENSE MAKING TRANSCRIPTION FOUR 
 
Wednesday, June 20, 2001 
 
Participant’s Name:  Richard  
Age:    45 
Occupation:   Unemployed   
 
CODE:  M: Michael, R: Richard 
 
M: Good afternoon Richard, I’m Michael Nycyk from the University of Queensland 
and today I am interviewing you for a thesis of sense-making of the Internet.  What 
I am interested in is how you make sense of the information your finding on the 
Internet and also how you're managing it.  Please let me know during the interview 
if there is anything you do not wish to discuss such as names or place identification.  
Also in the study if you wish I can use a different first if you wish and all your 
responses and material you are giving me is confidential.  Are you comfortable with 
this?  
 
R: Absolutely. 
 
M: Well the time is 2.19.  The date is the 26th of June and could I get your first and 
surname please? 
 
R: My first name is Richard that’s Richard, (surname omitted for study). 
 
M: And could I get your occupation please? 
 
R: At the moment I am unemployed.  As I mentioned earlier I went for a job interview 
as a medical assistant.  My previous employment field has been I.T. and prior to that 
I was a pilot, prior to that I was an air traffic controller. 
 
M: And you are not studying any formal courses such as a bachelor’s degree at a 
university? 
 
R: No not at all. 
 
M: To lead in, could you please think of a time when you went onto the Internet to find 
some information for whatever reason you can think of.  I am after that moment, 
there will be several, but I am after initially a moment you can think of where you 
went onto the Internet and logged on to find any form of information please. 
 
R: Recently my parents were interested in buying a high pressure washer for just 
cleaning around their house.  They have an eight acre property in southern New 
South Wales and they had seen a pressure washer that I had and were keen on 
getting the same one but it wasn’t available at the local hardware store so I 
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suggested a few places on the Internet that they could look and my parents are in 
their mid-seventies and they are not that computer literate and they had some 
trouble with it.  I hopped on the Internet, got some links and e-mailed them to them.  
It was the way I find out some information quite quickly. 
 
M: When you did that, did you obtain the answer you were looking for? 
 
R: Not as quickly as I would like and the answer that I really wanted I never found, but 
I found some close substitutes. 
 
M: What was the specific answer you were really searching for? 
 
R: I wanted to find a Mass Port two horsepower pressure washer 2000 PSI pressure 
washer.  I could get to the Mass Port site but it only seemed to have commercial 
pumps and things.  Domestic pressure washers were not listed so I tried different 
other ways of describing them as pressure cleaners, high-pressure washers, that sort 
of thing.  The search engines gave me different results but I wasn’t able to find any 
under the brand name Mass Port so.  But as often happens companies get taken over 
by somebody else and they may be produced by another one that I wasn’t able to 
find. 
 
M: Did you feel that you were being constrained from finding that particular answer?  
You said you were going to search engines trying to get different results did you 
feel that you were just not getting anything? 
 
R: Yes, I thought there was a lot of crap that was coming up that shouldn’t of been 
coming up.  One of the ones that does particularly annoy me is the use of keywords 
that are inappropriately used by some web sites.  An example of that is the Crown 
Casino web site uses domain equals AU as one of its keywords so if you put it in 
AltaVista for example, and you want to search in only the Australian domain, for no 
matter what you are looking for.  Say you are looking for Vet supplies or something 
and you put domain equals AU you will always get a return from the Crown Casino 
because the AU domain is one of their keywords so for any Australian site to search 
you will get the Crown Casino popping up which I think is appalling and they 
should be made to change it because it makes the whole experience of searching for 
something a little more difficult. 
 
M: Do you get that Crown Casino often, do you get that Crown Casino web site often 
when do searches or is this just an isolated… 
 
R: With AltaVista, if you search for Australian domains as a filter you always seem to 
get it.  Don’t get it with some of the better ones like Google, I don’t think Google 
gives it, AltaVista certainly does. 
 
M: So with AltaVista.com, when you type in the words…is this for the high pressure 
gun or just general? 
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R: Just general searches. 
 
M: Ok.  Back to the water gun for a moment, can you recall the site where you found an 
approximate answer, where you found these similar water guns, not the exact name 
of it, but can you recall the site? 
 
R: Yes, I think it was a Catcha site or Grni site, I think those where the two names to 
come to mind. 
 
M: Is that like Grni g e r n e y? 
 
R: Grni I think it is. 
 
M: On that site did you find it was easier to find the information on the water guns? 
 
R: On that one it was yeah.  Some of them are really well built and are really easy to 
search and some of them aren’t.  And it can be different with the same company for 
example, if you are looking for a printer driver for an Epsom printer and you go to 
Epsom.com it can be quite difficult to work your way around to find the correct 
driver.  But if you go to Epsom.com.au it’s a really simpler; they’ve got a much 
simplified web site.  Its very easy to find the download page, you tick in the 
operating system what it is and its there and its very very easy, whereas the 
American counterpart isn’t.  Same company.   
 
M: Do you find that you get more of the answers you are looking for on the Australian 
site for Epsom? 
 
R: I do yeah.   
 
M: Do you get that in the form of visual information or text or something else that you 
can recall that leads you to that particular information on the printer? 
 
R: Its probably more text based but its very well set out and it leads you intuitively to 
where you need to go without flashy graphics or things of that nature. 
 
M: Did these particular graphics, can you recall…sorry the text, can you recall if there 
were any colour indicators or anything that stands out that you can really think helps 
you zoom in to the exact information that you want? 
 
R: I think the fact that the site conforms to pretty much the standard arrangement 
where the buttons are either across the top of the page or down the left hand side, 
they are not sort of hidden in sort of difficult place to find it or you have got to look 
down the bottom for the tiny blue words to find your way around the site.  But the 
Epsom one seems to be split up into its categories of products: contact us, 
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downloads, text import, whatever.  Its very easy to pick one of the major headings, 
go to the next page, it is very uncluttered which I think is the secret of it. 
 
M: And you find that the fact that it is like that, that it is uncluttered, really does help 
you find information, you can like pick out on the screen exactly the particular 
printer or whatever device you are looking? 
 
R: Yes. 
 
M: You can find that? 
 
R: Yes it leads you through it step by step so, if you go to the download page and you 
are looking for a driver for a printer, you would go yes, which operating system you 
select that one and then it goes which printer and then it offers you the page and 
says is this the one you want.  If not you can back step through it and correct it or 
you hit the download button and away you go. 
 
M: When you go to Epsom and the water gun sites overall do you get the answers you 
are looking for mostly? 
 
R: Mostly I’d say yes but it can be very frustrating getting to it. 
 
M: What particular frustrations do you find? 
 
R: Just the sheer volume of information that is on the Internet, the fact that you have to 
wade through so much of it.  You can either filter your search down to so you get no 
responses or there’s an overwhelming number of responses to your search.  Yeah it 
can be quite varied in the response that you can get when you expect it to be the 
opposite, you can expect to get lots of returns for something quite common and you 
find its just not there. 
 
M: When that happens can you describe any particular emotions when you’re in that 
process of trying to find something, do you feel any emotions that you can label of 
how you feel personally when you do this? 
 
R: Well a little frustrated but somewhat annoyed that some web site designer hasn’t put 
in work into, particularly things that use Java that won’t run on anything but Internet 
Explorer.  It annoys me that the web isn’t open to everybody.  Certainly Microsoft 
seemed to set the standard with I E.  The last job, I was working in a hotel group, 
they had to have Internet Explorer because some of these web reservation sites will 
not run on anything else not even the latest version of Netscape.  I mean I know 
there are obscure browsers like Opera but they are very good, they conform to the 
standard and it is annoying when you get to a web site where it hasn’t been written 
to suit anything other than I E, and it fails, the Java part fails.  In fact one of the sites 
I went to recently was an I.T. recruiting one and they use a latest version of Opera.  
Their Java wouldn’t work on it and it was frustrating because the bit were it failed 
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was upload your resume which was the last thing after this forty minute 
questionnaire.  I loathe any sort of fill in the form on the Internet thing.  I have seen 
very few of them that work properly and I don’t think they capture you at the right 
moment because they don’t give you an opportunity to look through it, see what 
information is needed and gather the information.  Your sitting there on-line with 
your, tying up your phone line or whatever, or the Internet hours are ticking away 
and you have to type in things in boxes, you get to the end and you find because it 
hasn’t been written well or you aren’t using Internet Explorer that you can’t upload 
your stuff, you can’t go back from it and you can’t go forward, its locked up and 
its…you have to re-enter your data again. 
 
M: And you feel that stops you from getting to a certain, achieving a goal… 
 
R: Yes. 
 
M: Particularly an information seeking goal, how do you feel about that statement? 
 
R: Well it was particularly embarrassing when you are sending in an I.T. resume to an 
I. T. recruiting company and you can’t get the computer to work.  Yeah the Internet 
is not a perfect place and in the last job I had it was very frustrating dealing with 
help desk requests and asking why can’t I get onto this, well the server’s down, why 
is it down, don’t know its not my problem its their problem you ring them and ask 
them, I can’t ring them there is no number, stop bothering me.  Its not perfect, or 
they go to a web site and they can’t find their way around because it is different.  It 
seems to be a few things about standardisation.  People just, if they can’t intuitively 
go to a site and mouse their way around to the page they want fairly quickly I don’t 
think the designer has done a very good job of designing it. 
 
M: When you ring up the help desks have you ever gotten the answers from them?  You 
have sought certain answers from those help desk personnel, and they have helped 
or hindered you from getting to where you want to go in finding information? 
 
R: When I first started on the Internet I was hindered enormously by Internet service 
providers.  The first one I joined went bust two days afterwards and I had brought 
three hundred hours for two hundred dollars and they were trading under 
administration at the time.  The second one I had all sorts of problems with it and I 
was told it was my modem and I had to change that.  I changed the modem and it 
still didn’t make any difference.  I have come to the conclusion that after so many 
years in the industry that the area that I live has a high prevalence of Energex 
control tones on the mains that they use for controlling the hot water and it did 
interfere with the modem I was having.  I put a line filter on the computer and 
changed the modem yet again and I don’t have any more problems with it.  But the 
help desk seemed to revolve around if you’ve got Windows 98 or Windows M.E. 
they know what to do.  If you have anything else they don’t have a clue.  I had a lot 
of problems with my first system which was Windows N.T. and I had a lot of 
problems dialing in and the modem would stay connected for a minute and if there 
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was no activity it would hang up.  I couldn’t for the life of me work out what was 
happening and then a friend of mine says there is instability in the remote access in 
N.T. and you could pull it out and reinstall it and that should fix it and sure enough 
it did.  Nobody on the help desk knew what I was saying, I said I was running N.T. I 
am not running 98 and they said oh its all the same and its not.  There are a few 
tricks with N.T. that I now know my way around that I didn’t at the time. 
 
M: So you were seeking information from these particular help desks and you described 
how you had N.T. physical problems so you found the answers.  Let me start again; 
you were seeking information to access the Internet to find information but you 
were constrained by the help desk people? 
 
R: Yes very poor product knowledge. 
 
M: Did you find any of the answers from them? 
 
R: No, they were at a total loss to help me but it turned out to be an unstable remote 
access service and I had to remove that, reinstall it and set that up again which is 
very important with N.T. which no one at the help desk was aware of. 
 
M: When you were going through that experience with the help desk people, you 
weren’t finding the information you were looking for, do you recall asking them 
particular questions in a way; did you just ask them standard questions such as what 
do I do to find how to solve this problem, how to close that gap so that its working? 
 
R: What I do is explain to them the problems I have been having such as the modem 
was dropping out and I couldn’t think of any reason why it should do, it occupies 
the line on its own, there weren’t any other telephones on, I had done a fair about of 
troubleshooting myself and suggested if this was a problem at their end or was there 
something in my settings that was incorrect or could they give me any clues. I had 
done a fair about of troubleshooting myself people on a help desk. 
 
M: How did you feel when that situation occurred?  Can you describe how you felt 
because you weren’t bridging that gap of finding how to get the information to 
make the computer run? 
 
R: Well again frustrated because I wasn’t getting the level of support I expected from 
the help desk.  It is also partially my fault because I had Windows N.T. and they 
were only supporting Windows 98 machines but I couldn’t see that there was that 
much difference at the time.  Pretty much a feeling that I’m here on my own with 
this because I can keep going to a number of so called experts and spending money 
on this and its not going to work but the only way I thought I was going to fix this is 
to nut it out myself. 
 
M: When you were doing this particular process to bridge that gap of getting your 
computer on-line, trying to get information on exactly how to do it, would you say 
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that while you were this process at any stage you had certain physical feelings that 
you were getting out of that frustration from not bridging that gap? 
 
R: Not really just the frustration at the fact the computer can always turn around and 
bite you and the simplest thing can end up being the most frustrating.  That’s about 
all. 
 
M: And did you feel with, reflecting back on and circling back on the three things first 
of all with…get me start again.  You bridged that gap of getting your computer to 
work, the Internet to work through other means other than those help desk people, 
so you obtained the answer through other sources, can you describe those other 
sources again please? 
 
R: Well some of them were people at work, some technicians at work.  The other 
sources were getting out Windows N.T. mastering book from a bookshop and sitting 
reading it until I had worked it all out myself.  I also went on to get a Microsoft 
certification, sat the exam, and did that afterwards so.  The Internet is not, its not 
what its cracked up to be.  When you hear about the dot coms saying they are going 
to make this and they are going to make that out of the Internet and I think well you 
have a long way to go with what you’ve got already.  Last job we had we had an 
office supplier come around and say you can order your office supplies on-line and 
we have got this fabulous web site you can just click on the picture and add it to the 
shopping basket and click it and have it delivered in the afternoon.  It all sounded 
fine except this particular software required a certain port to be opened and I opened 
it on the Firewall but it still just would not work, their web site would not work 
through a Firewall.  They were suggesting why don’t you put a modem on the 
secretary’s computer and she can dial direct and I thought no the whole security of 
the network goes for that sort of thing.  In the end I had to tell them until they could 
work their system through a Firewall a lot better then it does we certainly don’t 
want it and I think it was a lost business opportunity.  Why did they make their 
ordering system so unnecessarily complex. 
 
M: Was it the site itself? 
 
R: Yes it was the web site. 
 
M: Ok.  How did you feel when that particular situation occurred?  They lost business, 
that was the outcome, and you were trying to find information on office supplies 
even possibly purchase them.  How did you feel about that whole situation again 
with that experience? 
 
R: It wasn’t very well thought out.  They were trying to sell this to offices which are 
going to have firewalls.  Your going to have massive protection to stop, they are 
going to have so many boards closed off, its not going to be like a home computer 
system where you can pick a board and away you go.  I thought they hadn’t done 
their research very well.  They tried to implement this thing so the office manager to 
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be able to sit there and click on that, I will have two boxes of staples and three 
things and two tons of A4 paper, but it just doesn’t work in an office situation and I 
didn’t see any reason why it couldn’t work in using some secure method, secure 
encryption.   
 
M: Did you actually speak to the designers of that particular company? 
 
R: I spoke to the salesman and he said we’ve had a lot of problems with this and I said 
if you want to sell it to people you’ve got to able to run it though, it’s a web 
browsing connection because that’s really all office are going to allow otherwise 
you start opening ports and you have people downloading MP3 files and blocking 
up your E-Mail server with videos and things they are e-mailing to people.   So its 
got to be kept simple and I think the Internet strives to be too complex. 
 
M: Ok.  So you didn’t, you were looking for information on that site with the office 
supplies but, so did you actually find the answer you were looking for? 
 
R: It wouldn’t work on our firewall.  It just wouldn’t do it so it couldn’t be done. 
 
M: So what was the constraint you felt because obviously, what was the main factor 
that was hindering you from getting to that, to bridging that gap to getting those 
physical supplies? 
 
R: The problem was that the way they had written their web site it wouldn’t over the 
firewall.  There was nothing we could do at our end to fix it.  Their salesman 
acknowledged they lose a lot of sales because they can’t get it to work past some 
office firewalls.  He was certainly helpful in putting us onto their help desk and I put 
this and that on and tried all this work around it but after spending two days on it 
and not getting any success with it I just had to give it up.  It was a complete utter 
waste of time. 
 
M: Let’s go back for moment to you,  you’ve got a Microsoft certification exam this is 
an engineering one? 
 
R: Yes, Microsoft Certified N.T. Windows Workstation. 
 
M: And how long ago did you get that? 
 
R: Couple of years now. 
 
M: The training; did you go that from training or you did it yourself? 
 
R: Did it myself yeah.  I brought a book at McGills Technical Books and read through 
it and actually went on the Internet to find some information on it and I was able to 
find sites where all the exam questions were in fact listed or similar exam questions 
were listed which was or wasn’t a good thing.  I didn’t learn like some people do.  
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One of the guys at work was going for his MCSC and he was just learning exam 
questions so that when he came down he could see the exam questions and answer 
them.  I don’t think that would do you any good in the field when you have to recall 
the knowledge not just the exam questions, you have to know the theory behind it.  
But I found it helpful in that it gave me a few pointers as to what the exams would 
like and some areas to study and I found those resources on the Internet to be very 
good.  It seems to be the more sinister your application the more information there 
is on the Internet.  If you want to get exam questions out there, if you want to learn 
how to make a bomb that’s very easy to find but some of the more, something that 
is more common is more obscure to find. 
 
M: What was your motivation for finding these exam questions? 
 
R: Well I was looking at training guides for MCSC and seeing what was available.  
There were a lot of universities and colleges in the States who were running training 
courses at so many hundred dollars US and that was all intermingled in the search 
results and in the end there were a couple of postings from people on newsgroups or 
bulletin boards that it said you don’t need to do these courses, you can find 
everything you want to on the Internet.  I followed some of their links and links to 
questions.  Some people actually put tutorials up which I found very handy.  They 
had done them as part of their university course and the tutorials on their web site 
and that was something they were going to be assessed on.  That was quite handy, 
all that information was free. 
 
M: It wasn’t a deliberate particular move though, you didn’t go into the Internet to find 
those things, to bridge a particular gap, you weren’t sitting down saying I really 
need to exam answers or did you find you were doing some of that? 
 
R: I thought that the Internet might have something on there, there must be something 
other than the pages Microsoft itself devotes to it and I wanted to get the syllabus of 
training so I knew exactly what was going to be examined and if I could have a look 
at some sample exam papers even though they may not be the exact ones you are 
doing it still gives you the layout and the time limit etc.  And they changed the exam 
format when I did mine.  So really the stuff I had seen before wasn’t all that helpful 
at all.  It was an interactive test where depending on how you go in certain questions 
depends on what questions the computer will ask you next.  It can be anywhere 
from forty minutes to two hours or something the exam, it can vary but mine lasted 
fifty minutes and that is generally a sign that you have done very well at it which I 
had. 
 
M: Did you actually go into search engines to find these particular training things? 
 
R: Yes. 
 
M: You used obviously a number of keywords? 
 
 117
R: Yes. 
 
M: Did you have a deliberate strategy for finding that information, like did you actually 
went into the search engine type in specifically a set of words over and over or mix 
up those words to try to find things? 
 
R: Yes. 
 
M: How did that work for you? 
 
R: Well I had to try to think of what the core words were, what I was looking for.  For 
the MCSE questions, I had to think was it going to be MCSE NT 4 and exam 
perhaps or study guide or mix those sort of words up.  The number of hits that got 
back were always enormous, but there was so much you couldn’t filter out just by 
changing your search words, you had to actually look through it to find them, to sort 
it out.  Also with the English language two words can mean two different things and 
if you search for one thing on the Internet you can get quite a surprise with what you 
come up with. 
 
M: Do you find that when you were doing that particular, finding say answers in the 
Microsoft exams, did that help or hinder you getting to that particular spot of 
finding those things? 
 
R: Oh it was a help yeah. 
 
M: Could you describe a bit more how you thought it helped you please? 
 
R: The fact that I was able to see what other people had done and said about the exams, 
there were postings where people had tried certain exams and said look out for this 
one.  There were also incorrect postings too which were handy where people would 
post an answer that was incorrect to a question then there would be some argument 
to that from different people.  I thought was interesting because it kept you on your 
toes, you couldn’t accept that everything you read on the Internet was gospel.  I 
found it a great help to know what the exam format was going to look like, what 
some of the questions asked previously were like, were they tend to put their 
emphasis is very handy.  If there is something that you could find that you wouldn’t 
use in real life that wouldn’t be important the person setting the exam may thing is 
terribly important.  You could gloss over it and not learn it and then find the vast 
proportion of the exam are on this unimportant point, this is the one and only time 
you will ever use it, so it was handy to know where an emphasis was going to be 
placed. 
 
M: But even though it was difficult to find that emphasis you were still finding 
information about how the exams or what is the best way or a good way of 
answering those questions? 
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R: Yes. 
 
M: And did you find a lot of sites, like a huge number, that you actually went to? 
 
R: Probably in the twenties they were yeah and a lot of them in foreign languages.  A 
lot of German sites and Chinese which is a little bit difficult, in fact impossible to 
read. 
 
M: And did you find that a hindrance? 
 
R: Yes. 
 
M: Sorry you were going to say? 
 
R: I was going to just change it slightly.  One other site I was interested in getting some 
communication with was the Civil Aviation Authority of the Netherlands because I 
heard they were looking to recruit Air Traffic Controllers.  So I had an idea to write 
to them and see if I was within the age group of their recruiting process, but the web 
site was totally in Dutch, they didn’t have an English version.  For a country that 
most of its people do speak dual languages I would of expected something a little 
better than that or an English or cut down version.  But to be totally in Dutch was 
disconcerting. 
 
M: So that hindered from finding information? 
 
R: Yes I couldn’t get a another step further with that. 
 
M: So you didn’t obtain the answer you were looking for? 
 
R: No, not at all. 
 
M: And how did you feel about that situation? 
 
TAPE BROKE OFF 
 
M: Ok its 2.50 pm and I am just restarting the tape.  So Richard we were taking about 
the Dutch air traffic web site. 
 
R: I didn’t get any further with it because it was totally in Dutch and I thought that for 
a country placed in Europe where its citizens and its countries around it have 
English as a second language, I thought there would be an English version or at 
least a cut down English version or perhaps a link to a translation site.   
 
M: And there was nothing on that site like a flag icon? 
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R: Nothing.  Nothing at all.  I think it depends on what the site is pitched at.  If it’s a 
commercial site like an airline for example, they will go to great lengths.  If it’s a 
government site they just make it unnecessarily complex.  The Australian Taxation 
Office is an interesting one.  I typed in their search engine B.A.S. and achieved no 
response whatsoever from that.  The Business Activity Statement, the thing that was 
in the news all the time and yet you put it in the search engine and you get no result. 
 
M: With the tax department, how did you type that in as B.A.S. or Business Activity 
Statement? 
 
R: I typed in B.A.S. in lower case and nothing happened, B.A.S. in upper case and 
nothing happened.  As I tend to go lower case first some search engines will filter 
specifically if you use upper case and then I tried Business Activity Statement 
which took me to another page that had a link and I was able to find it.  A lot of 
government departments they are full of their own little acronyms and own way of 
describing things and they make their web sites terribly difficult to find their way 
around.  They make a big thing about how all easy it is and people don’t need these 
pages saying welcome to this page click here.  It just takes more and more time.  
Most government ones are pretty bad. 
 
M: With the tax office one, with that particular search facility, did you actually find the 
answer you were looking for? 
 
R: Yes I did eventually. 
 
M: Ok eventually.  So what steps led you to finding that particular answer?  You 
obviously, when you were typing in B.A.S. in lower case and you tried the other, 
you were being hindered, nothing was coming up, but can you recall what steps 
made you find information on the Business Activity Statement on the tax office 
website. 
 
R: Yes I went to the news releases thinking B.A.S. is something new, there will be 
some news release about it.  Found that and there were links to other pages which, 
in a convoluted way, took me back to where I wanted to find the information. 
 
M: Was that explicit on the webpage the words news releases can you recall? 
 
R: Yes it was yeah. 
 
M: Was that a chance thing that you went to news releases or you just thought it may be 
there, the information you are looking for may be there? 
 
R: I thought it was there because of the amount of times the B.A.S. was in the news at 
the time of the G.S.T. it was fairly prominent so I thought well there must be 
something there which would have a link to some page and eventually it did. 
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M: So it was a search facility that you initially used? 
 
R: Initially the search facility on their webpage. 
 
M: How would you feel about that particular search facility, did it constrain you from 
finding the answer, it really hindered you? 
 
R: It prohibited, it was that bad.  For a taxation office if you typed in B.A.S. you would 
expect to get some sort of response from it.  If you went to the tax office web site 
and you typed in tax and it said no response it’s the same sort of thing. 
 
M: How did you feel when that situation occurred given the fact that the    
 Business Activity Statement is a very common thing and should be there but how 
did you feel about this whole thing? 
 
R: It tended to re-enforce the media’s response to the B.A.S. that business are finding it 
terribly difficult to do.  The form itself was difficult, but trying to get help on the 
Internet was not easy either.  The taxation office kept sending out books to me and 
CD-ROMs to play with which I still haven’t used them, I refuse to use them, there is 
no point in it.  To have to have an A.B.N. just to do some casual work which I was 
doing over Christmas, it’s a lot to do.  The government could of one they could of 
made their form a lot easier and two they could of made their web site a lot easier.  I 
think a lot of companies tend to think that people can just look at their web site.  Not 
everyone has the Internet or access to it or go down to their local library and queue 
up for it. I think a lot of the libraries have got Net Nanny or something so you can’t 
go to a lot of more risqué sites perhaps. 
 
M: But even with the risqué sites no matter what the nature of the site is, Net Nanny is 
that an issue for you if you are going out somewhere in public is Net Nanny an issue 
or do you not use an public Internet? 
 
R: I tend not to use any public Internet because it is incredibly overpriced and I don’t 
think there is anything that I would need to access quickly enough while I am out to 
do it.  For that reason I don’t think Business Activity Statement wireless application 
protocol for mobile phones that enable people to browse cut down web sites on their 
mobile phones will succeed because I don’t think people are willing to pay that sort 
of money to use news or weather on a mobile phone.  It is much easier to wait till 
they get home or use Austext to preview it. 
 
M: Richard, with the tax site again getting back to the Business Activity Statement, can 
you describe any particular emotions that you were going through with the site that 
you were constrained from bridging the gap of finding information, you wanted to 
find information on the B.A.S. and you couldn’t you were hindered, can you recall 
any particular emotions that you could describe while you were looking for that? 
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R: Well sort of angry at it because they were trying to get people to use this and 
obviously it was a big change to the taxation system and they had to get the 
information on how to do it through, but they weren’t going about it the right way.  
Everywhere you go to get the information you get thwarted by it.  You can’t get it 
on the Internet in some way, they give you a phone number to ring and then you 
either have to go through a menu driven thing or be stuck on hold forever 
sometimes and then get onto someone who can’t help you.  I don’t think a lot of 
companies are putting very much thought into their interface with the public 
whether its call centres or their Internet site. 
 
M: What you experienced with Australian Taxation and the office those two you were 
hindered and constrained of bridging the gap of finding information, there was 
nothing you could do really overall to find that information? 
 
R: Well the tax one was eventually…I prodded around the site till I found something 
but even then it was very long winded in accountant speak really. 
 
M: And also the air traffic control one? 
 
R: Yes, I couldn’t talk the language so. 
 
M: Ok.  With the water gun that had a more successful outcome do you feel? 
 
R: Yes I was able to find the right product and E-Mail the link to my parents.  I don’t 
know what they did from there. 
 
M:  Well given that you were constrained in some instances with certain web sites from 
bridging a gap of finding information, yet in the water gun you got a reasonable 
answer or fairly close to the information you were seeking, I would like to focus on 
for a moment, did you use any management techniques when you found the 
information?  By this I mean bookmarking, writing URL’s down, maybe cut and 
pasting URL’s to a spreadsheet? 
 
R: Cut and pasting them yeah. 
 
M: Does that help you find information when you do that in the future? 
 
R: Yeah it helped my parents because all they had to do was go through a list that I had 
in an E-Mail, go right click, open up new window and they have got exactly the 
same web site I had.  I found that was handy but bookmarks tend to get horribly out 
of date and very messy after a while so I only tend to minimally bookmark and clear 
them out from time to time. 
 
M: So you don’t use that particular management technique a lot? 
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R: With some sites I do yeah.  In fact some of them I have resolved the URL to the IP 
address so that it can find it even quicker it does not have to do the lookup of the 
name. 
 
M: When you have these bookmarks do you categorise them? 
 
R: Yes. 
 
M:  Do you make folders for them. 
 
R: Yes. 
 
M: Does that help you find…when you have got an information need in the future, 
particularly like, let’s say for example tax, aviation, office supplies just to be 
theoretical for a moment, you have got these bookmarks allocated to folders is that 
correct? 
 
R: Yes. 
 
M: Ok.  Do you feel that regardless if that web site has changed or whatever, do you 
feel that really does help you find information better in the future? 
 
R: Yes, yeah. 
 
M: Ok. 
 
R: But only on something I have looked at before.  It is good to clear the bookmarks 
out because they do get so out of date so quickly and often without any real reason 
why they should. 
 
M: Is that out of dateness, does that constrain you or hinder you from going back to 
those sites quickly? 
 
R: Well its like going to the library to get a book out and its not there, you just get 
another one out or go elsewhere.  So yeah it’s a nuisance and you follow a link and 
it leads nowhere but the nature of the Internet is such that its fluid so its just a case 
of oh it wasn’t there so go somewhere else. 
 
M: How do you feel about keeping the collection of bookmarks as information finding 
aids in the future? 
 
R: Some of them are really good in particular when I am looking for drivers for video 
cards or printers yeah.  As far as an I.T. is concerned there are some good 
bookmarks worth their weight in gold, there is some good stuff, you wonder how an 
I.T. person ever did without them. 
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M: Can we go back for a moment to, we have discussed the exams and the water gun 
and some bad things with tax.  Well let’s go back for a second with the tax office.  
You said before you found some other government web sites hinder you from 
finding information, could you elaborate a bit more on that please? 
 
R: Just the way they use their acronyms, their own language, the fact they try to be all 
things to all people, their sites are very wordy and they are trumpeting their 
successes all the time and how we have made this easier to use.  Its not easy to use.  
Brisbane City Council web site, trying to find jobs on that is a little difficult.  
Brisbane Powerhouse.org is a great example of a web site where they really have 
lost it.  They just wank about their directors and how fabulous it is but tell me 
nothing, not how to make a booking, its difficult to find that information there.  If 
you want a job at the Powerhouse there’s just nothing there, not even any links to it.  
In that regard, does that web site do the job that the corporation wants and I think 
that when you look at it its hard to imagine what the brief was, just write some 
wanky thing about what star sign the directors are seems to be most of what it is.  So 
yeah that one’s not a good one but it depends on your perspective.  I looked at that 
web site with a view to getting a job at the Powerhouse but there was nothing there.  
But if I had gone to it with a view to finding what’s the Powerhouse all about 
perhaps I would of got some very warm fuzzy feeling about what star sign the 
directors were and what sort of direction they have planned for it.  It may have 
fulfilled its need in that way, so it depends on your perspective yes. 
 
M: But there as an information need in the sense that you wanted to find out from the 
Brisbane Powerhouse site if particular jobs or careers were available.  Correct? 
 
R: I think for a commercial web site there should be a standard number of things they 
should have: a site map, location of the web site and the last update should be on 
every page or available on every page so you can see when it was last updated.  For 
a business web site they should have, some contact details be they E-Mail or 
telephone or postal or whatever, there should be someway of contacting them.  They 
should also always have some career page even if its like, well a lot of people say 
do you want a job at there and they can say we are not recruiting at the moment and 
if we do we advertise in newspapers at least you have got something.  I don’t it 
takes much to, a quick bit of HTML up to do that.  I think there should be standard 
things on most commercial pages but they don’t seem to be there. 
 
M: Do you think that if they had those elements, particularly contact points, that that 
would help you bridge a particular gap of finding information particularly if you 
were after a job? 
 
R: I can understand why they don’t want to include them because a lot of people won’t 
spend the time to; sort of like the people who won’t pick up the phone book to look 
up the number they just dial 013 or whatever it is instead.  And I think with web 
sites the same thing happens.  People are not willing to trawl all the say through but 
they may go, oh there is a contact number I will ask them and they E-Mail 
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somebody whose got to respond.  So for that reason I think companies tend not to 
want to put it on their page.  And I think there is also a spammer thing that pick up 
E-Mail addresses in webpages and add them to mailing lists so there is a problem 
with that.  I don’t know.  I think there should be some sort of standard for a lot of 
company web sites and I think a better design way is to conform to some standard 
format. 
 
M: So those particular formats do you feel would help you gain the answers you are 
looking for? 
 
R: Yeah. 
 
M: Ok.  When you went to the Brisbane Powerhouse site if you can recall that 
particular moment that you did, what was your information intention again? 
 
R: I was looking for a contact or a jobs page to see if any employment was available 
there. 
 
M: Ok and did you find the answer you were looking for. 
 
R: No. 
 
M: And how did you feel when that situation occurred? 
 
R: Again I was a bit annoyed about it because there was no contact, no phone number 
contact, no other way except a few directors’ e-mails and I think some office 
supervisor I think she had her E-Mail there and it wasn’t easy.  Do you send this 
someone an E-Mail, do you bother them or do you just forget about it and go on.  I 
don’t know, its just annoying that the web site had been designed without taking 
more perspectives. 
 
M: Did you have a similar experience with the Brisbane City Council webpage? 
 
R: No that was a lot better they had the job links again but most of the results only said 
any positions would be advertised in local press on Saturday in The Courier-Mail on 
Saturday which wasn’t as good as some of the Queensland Government job.  I can’t 
think of the web site but its Queensland.gov.au.  Its got a very comprehensive 
search engine, you can search for jobs in the Public Service by salary or location or 
other criteria or keywords.  Its an excellent search engine I got lots of results, I was 
very happy with that, that one worked very well.  So for a government one that part 
did work well. 
 
M: So to clarify that Richard that’s the Queensland Government site? 
 
R: Yes the Queensland Government the State Government. 
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M: State Government ok.  Did you feel that on that particular site as you were just 
saying, you had an information need to look at work, and you could split it 
obviously into salary and location so how did you feel overall about that?  That was 
helping? 
 
R: Very satisfying because you could also download the job criteria, you could get the 
background of it.  There was also a Public Service general thing, all these in PDF 
which download very quickly and I thought I would spend a bit of time on it and all 
the answers you wanted were there.   With a good web site like that ninety nine 
point nine percent can be handled by a web site and I thought that was excellent.  
Those that are poorly written take more and more I guess office administrators time 
to work out. 
 
M: Did you keep any of the PDF files? 
 
R: Yes. 
 
M: So you just downloaded them and obviously did a save as? 
 
R: Yes. 
 
M: Just put them on a disk or C Drive or printed them out? 
 
R: I put them on the desktop at the moment.   What I tend to do is put anything I am 
working on the desktop and when I finish working on them I file them away 
somewhere, so it makes the desktop a bit cluttered but at least it keeps everything I 
am working on at the time there, stick them in the folder on the desktop.  Generally, 
any programs that I download go into a downloaded applications file and I try to 
keep it all fairly neat as to what categories they are. 
 
M: So that’s the way you manage particular information, you do that particular process.  
So does that process of downloading into that particular file and also, regardless of 
the fact that the desktop is cluttered, but it still helps you sort and maintain and 
classify that information. 
 
R: Oh yes yeah. 
 
M: And you feel that it is going quicker to where you are going? 
 
R:  Yes definitely. 
 
M: And doing that, do you normally find all the answers you are looking for with your 
information needs? 
 
R: I generally find ninety nine percent of what I am looking for.  The odd things I 
don’t.  One of the interesting things are some electronic components called Nixie 
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Tubes.  These used to be the forerunners of the seven-second displays and they were 
made out of a neon tube with ten digits inside it and they glowed depending on 
which digit you glowed up, the digits do in fact move forward and back, so they 
looked animated.  They are 1950’s technology and they are still around today.  I 
ended up buying a few from Canada.  I was going to build a retro digital clock.  It 
was amazing there was so much information I could get out there such as circuit 
diagrams which I could download off the net.  It was amazing the things that were 
available and in that case it was very satisfying to use it.  Without the Internet there 
is no other way I could of got that information. 
 
M: Did you do a keyword search in the search engine to find those diagrams? 
 
R: Yes because the tubes, the displays were called Nixie Tubes, it could mean only one 
thing really, and I put in Nixie and got one hundred thousand pages of information.  
I got all these digital clock diagrams.  I got them in about twenty pages. 
 
M: You actually contacted those people overseas? 
 
R: Yes. 
 
M: Was the fact that they were overseas sites a help or hindrance to finding 
information? 
 
R: It didn’t make any difference and I found that you can deal with an overseas site just 
as easily as an Australian site. 
 
M: Ok and did you feel confident about the validity of the information on those sites? 
 
R: Yes.  I did in that regard because it was a hobbyist overall.  They all seemed to be 
people with a common interest, you don’t tend to get scammers on those sort of 
sites.  Had it been a sort of porno movie site or something I would have been a bit 
more reluctant to quote my Visa Card or E-Mail address. 
 
M: But on those sites themselves you did find you could find the information you were 
looking for? 
 
R: Yes. 
 
M: Were you looking for plans and supplies and parts? 
 
R: Yes. 
 
M: And you found them on one site or across several sites? 
 
R: Across several sites yes. 
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M: Ok when you did that did you manage the information, like did you keep some 
bookmarks? 
 
R: Yes I did. 
 
M: And did that really help you find the eventual answer? 
 
R: Yes. 
 
M: Was your eventual answer to build a retro clock? 
 
R: Yeah. 
 
M: And was that an outcome that happened? 
 
R: It’s a work in progress put it that way.  I have got the tubes which is the hard thing 
to get and I have got a selection of circuits which I could use but eventually I have 
decided I am going to build a micro controlled powered one.  I have seen a circuit 
for a seven second lead display one but not for a digital readout one.  They are in 
incredibly short supply. 
 
M: And because they are in incredibly short supply even though the actual goods are in 
short supply you still found the information you were looking for? 
 
R: Yes. 
 
M: So it was really the keyword searching that bridged that gap? 
 
R: Yep. 
 
M: Would you go back on the Internet to find more information about this? 
 
R: Oh definitely I would use them again. 
 
M: You feel overall that you were helped or constrained by those web sites in getting 
information? 
 
R: Helped yeah definitely. 
 
M: Which is in sharp contrast to tax. 
 
R:  Yes.  Its interesting when it seems to be some common interest group or some sort 
of hobbyist or whatever, people seem to be very helpful.  You get an awful lot of 
help on the Internet.  My mother had loaned a trumpet which my brother had to the 
local band in the township and it was on permanent loan.  But my brother wanted it 
back to donate to his girlfriend’s cousin who was learning music.  So he asked for it 
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back and he asked for it back and my parents could not get it back because someone 
in the band had absconded with it so they had to take legal action to try and get it 
back.  Part of the thing was the band disputed that the trumpet was a particular 
model and what I needed to find out on the Internet was whether a trumpet of this 
serial number made by a company that is out of business would be the trumpet they 
described and I went to all sorts of music sites.  I just trawled them for any 
information on trumpets I could find.  I eventually got onto a serial number list of 
these trumpets and sure enough I could pinpoint the date of manufacture to the 
month of what it was.  So I handed them this information and they were sort of quite 
happy with that.  A couple of the sites I went to I just put in little E-Mails, this is the 
problem I just want to find whether this trumpet has this serial number with the so 
and so.  I eventually got a reply back from a guy who said I’ve got one that’s the 
same model and its five serial numbers short of yours, it would have to be.  Now 
what are the odds of finding that on the other side of the world?  So they went to 
court armed with all this information, the date, the serial number, the manufacturers 
web site but its out of business now its somebody else, this is an E-Mail from 
somebody who is in some music club in the States who said well this trumpet 
number is several numbers away from yours so it has to be in the same batch, it has 
to be the same sort.  That way their case collapsed, the other people’s case collapsed 
because they were pinning in on not being able to prove this trumpet was in fact that 
but they didn’t. 
 
M: Was that more of a chance thing would you say that you found that information? 
 
R: Yes you would have to be pretty lucky to find something.  I thought it was 
interesting that amongst those groups of people the common interest was music they 
were pretty willing to sit down and type a few words to me like sorry we can’t help, 
good luck in the future.  I didn’t get ignored at all and yet when you try to find a 
manual on a tractor that is made in Japan, you send E-Mails like please send me one 
they don’t reply. 
 
M: Would you say you had a specific information need to find the serial number of the 
trumpet? 
 
R: Yes. 
 
M: The sites on the Internet that you went to helped you or hindered you? 
 
R: Not the sites as such.  They had contact numbers for things like band groups or 
brass instrument interest groups and I was able to send an E-Mail off to them saying 
this is the problem, do you have any idea where I can look and find the serial 
number as the company was out of date, sorry out of business so there was nothing 
on the Internet that was current so you have got to then go delving through the 
hobbyist and their homepages.  It was quite fruitful in the end. 
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M: Did you find, did you get a lot of information including E-Mails and a lot of sites, 
did you accumulate a lot of information? 
 
R: I did yeah quite a few were very helpful, try this web site, try this person, E-Mail 
this person here and they gave E-Mail addresses or whatever and I quoted the 
original message when I sent it and they knew the story.  They were extremely 
helpful. 
 
M: The process of managing that information was it the same like the PDF’s? 
 
R: Yeah pop them all in a folder yeah. 
 
M: And you didn’t do any classifying within? 
 
R: Because it was basically all the same thing I did actually classify some of them.  
The serial number list I had in one folder, and I had all the E-Mails in another, sort 
of all the web things. 
 
M: And that helped you find the eventually answer? 
 
R: Yes. 
 
M: Can you describe to me the eventual answer, I mean the eventual outcome is you 
had a need to find this trumpet.  There is a big gap… 
 
TAPE BROKE OFF 
 
M: Ok so its 3.21 pm and my question got stopped so just getting back for a moment to 
the gap.  You had a collection of information.  You had a gap and you were 
managing that information as it came in classifying it.  You did find in this case the 
eventual answers.  You feel that you found what you were looking for? 
 
R: Yes. 
 
M: And how did you feel about that entire process when those situations occurred?  
Obviously it sounds to me like it was a positive outcome. 
 
R: Oh yes. 
 
M: You were getting information as you were going along but was it a long process 
over time? 
 
R: It was.  It probably took about a month to six weeks to get the answer we were 
looking for.  But there would have been no other way of getting that information 
without the Internet.  Perhaps you could write a university music thing and hope 
somebody will reply but I don’t think that would happen.  I found that with the 
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common interest groups everyone was willing to help.  I would always get 
something helpful from everyone and I would follow the links they would give or 
their leads.  Eventually I got down to a guy who had a trumpet in the same batch 
and I was able to prove conclusively with the serial number list and his reply that 
yes it was right in the middle of that so that’s the batch it would been, that that was 
the crux of the matter for the court case to prove that that was the trumpet. 
 
M: Excellent and they took that information as valid for proving the case? 
 
R: Yes. 
 
M: And that was the primary motivation, the primary piece of information and you 
were bridging that particular gap by going to all those sites and you had a good 
outcome? 
 
R: Yes. 
 
M: Excellent and on that while you were going through this process, particularly as the 
trumpet was important to family members, could you describe any particular 
emotions while you were going through this process? 
 
R: Well I wanted to do it for my parents because I didn’t have any other way of finding 
it out and it would be a good test of the Internet to see what it would actually throw 
up, if you can in fact communicate with people all around the world and find things 
out.  And they were absolutely over the moon when one they got the answer that 
they wanted and two they were amazed at the steps it took to get it and how these 
people on the other side of the world in some university band took the time off to 
write an E-Mail reply.  I think that in itself was amazing. 
 
M: Thank you very much for your time I do appreciated that. 
 
R: I hope I have been helpful to you. 
 
M:  Oh no you have thank you for doing that and I am closing the interview at 3.25 pm. 
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SENSE MAKING TRANSCRIPTION FIVE 
 
Thursday, June 28, 2001 
 
Participant’s Name:  Don  
Age:    31 
Occupation:   Unemployed 
 
CODE:  M: Michael, D: Don 
 
M: Good afternoon Don, I’m Michael Nycyk from the University of Queensland and 
today I am interviewing you for a thesis of sense-making of the Internet.  What I am 
interested in is how you make sense of the information your finding on the Internet 
and also how your managing that.  Please let me know during the interview if there 
is anything you do not wish to discuss such as names or place identification, 
company, anything like that.  Also in the study if you wish I can use a different 
name other than your real name if you wish and all your responses and material you 
are giving me is confidential.  So are you comfortable with this? 
 
D: Yes I am. 
 
M: Thank you for that.  The time is 5.20 pm and the date is the 28th of June.   What is 
your first name please? 
 
D: Don. 
 
M: And your surname? 
 
D: (surname omitted for study). 
 
M: How old are you please? 
 
D: 31. 
 
M: And how could you describe your occupation? 
 
D: At the moment I am unemployed.  I am on the pension. 
 
M: And you are not studying a bachelor’s degree or anything? 
 
D: No. 
 
M: Thank you for that.  To start off the interview could you please think of a  time that 
you went onto the Internet to find some information for  whatever reason anytime. 
 
D: Yesterday. 
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M: Yesterday? 
 
D: I was on-line yesterday using Yahoo with a friend of mine.  We were 
 searching for some businesses for sale.  Just having a look to see what’s  there. 
 
M: Your information goal, you were both searching for any particular type  of 
business for sale? 
 
D: We were basically looking for the top one hundred web sites and from that top one 
hundred web sites you get some businesses, some business web sites. 
 
M: Ok is it top one hundred companies in Australia or overseas? 
 
D: No it was on Pinkboard at one stage this top one hundred web sites.  So the top one 
hundred web sites are from everything. 
 
M: Ok.  You were both specifically looking for businesses for sale? 
 
D: Yeah. 
 
M: Did you both find the answers you were looking for? 
 
D: Not really.  I found a couple of business sites.  We went into them but there wasn’t 
much there at all.  One of them asked to give a name, E-Mail and phone number for 
return of information.  So I sent along my name and E-Mail and gave them my 
mobile number which I never turn on.  I thought what the hell do they need the 
number for but I gave them my mobile number.  They couldn’t give me any more 
information unless I went into their offices and signed a confidentiality agreement 
which I agree with one hundred percent.  But what I didn’t agree with too much, 
you were given the choice of E-Mailing them for more information which was 
misleading because you weren’t given any more information at all I don’t think 
anyway. 
 
M: So you had this goal of finding out…what specific information were you trying to 
find out from those people? 
 
D: Well there was very little information on this business that was for sale.  It was an 
E-Commerce business and that could have been anything whatsoever.  So we 
wanted to know in what particular field that was in but we didn’t get any more 
information. 
 
M: Ok so you felt constrained by, you were trying to find information on this E-
Commerce site for sale, and you felt that you were constrained from finding out 
more, you were hindered, you just could find anymore information? 
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D: Well no we couldn’t find anymore information.  Could you please stop the tape I 
have to shut a window. 
 
M: Stopping the tape for a moment. 
 
TAPE STOPPED  
 
M: Ok yes Don you were saying. 
 
D: Yeah we were really constrained in finding the information.  I guess we were 
because the information just wasn’t there.  When you had the option for getting 
more information which I thought when I did there was more information on the 
business but when you were given the option of finding information they came back 
and said they couldn’t give me anymore information because of confidentially.  But 
why didn’t they tell you that no more information is coming unless you come in 
sign that form?  Why do you have to go through the process of actually putting 
down your name and your E-Mail address? 
 
M: So there was nothing on that site to indicate that you had to sign any 
 confidentiality agreement? 
 
D: No. 
 
M: How did you feel about that situation when it occurred? 
 
D: Well I felt a little bit angry because the whole thing was misleading.  I  felt like I 
was given misleading information.   
 
M: So the particular emotion you are describing is anger? 
 
D: Only a little bit yeah. 
 
M: Did you have any physical sensations when you were feeling angry about  the web 
site? 
 
D: No my friend was on-line too and I told him over ICQ and he said just  forget it 
then and I said yeah that’s what I will do. 
 
M: So would you say though Don that all that particular process that you went through 
and you the fact that you came to this block where you had to sign confidentiality 
agreements outside of the Internet, I mean did the information you got off them still 
help you in the task overall of finding information on those companies? 
 
D: Yes if I would of gone through the whole thing.  I cannot answer that  question 
completely I don’t really know. 
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M: Ok let’s go to another moment when you tried to find information on anything.  Can 
you think of another moment when you went onto the Internet to find particular 
information. 
 
D: Yeah.  When the thing with Napster happened I thought I better get another MP3 
site.  So I went to Yahoo to look for MP3 sites but I thought Napster was the best 
one but since then Jose, who is a friend of mine, he’s got some software on his 
computer and he said it is slightly better than Napster.   
 
M: So you want to find more information on track listings on Napster or just finding 
music in general. 
 
D: Just finding songs.  At first there I was finding music but now I have a few games 
on my computer system.  I’ve got Dreamweaver, Flash and Fireworks and I have 
got Adobe Acrobat and a few other professional software and I’ve only got about 2 
gigabytes left and I don’t want to get too much music or I just won’t have anymore 
space on my computer. 
 
M: Are you collecting a lot of information from Napster, information in this sense is 
still downloaded tracks and downloaded games but its still information? 
 
D: I did but I had to reformat my hard drive at Christmas time last year.  Now I don’t 
have many tracks left, I have got six songs. 
 
M: Did you specifically go into Napster to find those tracks? 
 
D: Yeah. 
 
M: So you went to www.napster.com and… 
 
D: Downloaded Napster and then you can extract the Napster server. 
 
M: Did you initially, when you went searching for Napster did you know the URL 
already? 
 
D: Yes a friend of mine gave it to me and I went in. 
 
M: With Napster, you went into Napster and can you recall is there a search facility, 
you know like in a search engine where there is perhaps something to type in , type 
in a few keywords, can you remember how you searched for music? 
 
D: With Napster there is a search area but that’s a search area for a particular song or a 
particular artist. 
 
M: And were you using that? 
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D: Yeah  
 
M: Ok.  Did you have, well we are talking music tracks as information, did you search 
for any particular artists or particular songs that you can recall? 
 
D: Gold by Prince and You Make Me Sick by Pink, Unpretty by TLC, God Bless You 
by Lisa Simpson, Rome Wasn’t Built in a Day by Morcheeba.  I love that song, 
which is why I got it. 
 
M: Did you specifically type in, for example, Prince or the word Gold? 
 
D: I typed Gold and Prince in.   
 
M: So you had this information need where you wanted the Prince track Gold.  So you 
typed in Prince Gold.  You had this information need, you wanted that particular 
track and the bridge to overcome this was Napster, the search facility. 
 
D: Yes. 
 
M: So would you say that you found the answer you were looking for? 
 
D: I found the song yeah but I did not download it. 
 
M: Ok but in terms of finding information you found it but you couldn’t access it? 
 
D: Yes.  With Napster I actually don’t like it too much anymore because when you 
start downloading a song, many times this happens, the transfer is not complete, it 
does not complete itself because you are actually going into someone’s hard drive 
and accessing the song from there.  So they have to be on-line.  If they go offline for 
any reason then you can’t get the song. 
 
M: And that constrains you from getting the song? 
 
D: Yes. 
 
M: And how do you feel about that? 
 
D: It annoys me. 
 
M: Where there any particular emotions about the fact that you were constrained from 
getting that song? 
 
D:  I guess frustration. 
 
M: Ok and did you find the whole Napster process helped or hindered you finding 
information? 
 136
 
D: Well Napster is pretty easy to find stuff its just the downloading. 
 
M: So the gap is the downloading part? 
 
D: Yeah. 
 
M: What about the site itself?  Is it easy to negotiate? 
 
D: It is fairly easy and straightforward I found. 
 
M: And its got links to find songs? 
 
D: No.  But its got chatrooms.  Say you are a country and western fan, it has a country 
and western chatroom.  It has an on-line library so you have the facility of playing 
your song before you finished downloading it in case you don’t like the song, you 
can stop the download.  Its got that search thing, its got a transfer page and it tells 
you about your download, how far its come, what percentage your download is, 
who you are downloading from, the kind of connection they have.  Like if its DSL, 
cable or modem connection. 
 
M: You said DSL, modem and cable.  Do you help you in the process of information 
that you know…does it help you to know that they are those three things in any 
way? 
 
D: Well I guess it does.  I find that you have got, there is DSL, cable or ISDN.  I find I 
can download quicker off someone who is connecting, that they have an unknown 
connection, I don’t know why.  Cable should be the faster one but it doesn’t always 
seem that way. 
 
M: Did you find out about this from Napster itself? 
 
D: Yes. 
 
M: Was there something on the webpage or on the web site where it told you about 
this? 
 
D: When you register with Napster you can put down your connection.  Could you stop 
the tape please? 
 
M: Yes. 
 
TAPE STOPPED 
 
M: Ok restarting the interview at 5.48 pm.  Well we were discussing your seeking 
information, in this case songs off Napster, and we discussed how you tending to 
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find…well let me rephrase the question.  With the songs in general with Napster, 
did you find the answers you were looking for? 
 
D: Practically straight away except for the song Life in a Northern Town by Dream 
Academy. 
 
M: You are saying that you only downloaded six songs is that correct? 
 
D: Yes since Christmas.  Before Christmas I had over seventy songs. 
 
M: Seventy songs?  And you say you got rid of them? 
 
D: Yeah. 
 
M: So ok let’s take for a moment the management of those files, of those music 
information files.  So you didn’t decide to move them to another medium, such as a 
CD-ROM or anything? 
 
D: No I don’t have a CD burner but what I did was, a few of them were from Texas’s 
Hush album and I brought the album and I downloaded a few Whitney Houston 
tracks but I since brought Whitney Houston’s Greatest Hits so I don’t need those 
songs anymore.  
 
M: Ok when they were on your computer did you put them into any particular folders 
or did you place them anywhere? 
 
D: Yeah.  I have got a my music folder.  All the music goes in there. 
 
M: Can you tell me a bit about that folder in the sense like, do you place them in the 
folder and then classify them further into any genre? 
 
D: No all music goes in that folder.  There is only six now, I don’t need to go into any 
further with that folder. 
 
M: Does putting them in a folder still basically help you manage that information, you 
knew where the songs were? 
 
D: I find it really good because I know exactly where it is.  So if I have any problems I 
can go to the folder really easily and quickly and search around the whole computer 
asking where is this song. 
 
M: Ok and that folder actually helps you in this process of finding this information? 
 
D: Well what I have done with all the information that I gathered from the net is put 
them in particular folder so I know exactly where they are when I want to go to 
them. 
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M: Do you… 
 
D: Which is probably the librarian coming out in me. 
 
M: Ok when you do that, is there any criteria that you use for managing that 
information, like labeling the folders in a particular way, folders within folders, so 
you can find things? 
 
D: I’ve got folders within folders.  Like when I was doing TAFE I had a semester one 
2000 folder, a semester two 2000 folder, semester one 2001 folder.  So when I did 
assignments within that particular semester, the folder they go into, say if I have to 
go back to them for any reason I know exactly where they are. 
 
M: So that helps your progress in finding information again, it helps you find that 
information again quickly? 
 
D: It just makes it a lot easy. 
 
M: Ok we are talking about the folder layout.  Do you do any classifying, like folders 
within folders become subjects, become whatever and you put one set of files 
somewhere and others elsewhere depending on their nature? 
 
D: Well for instance when I am doing the web sites for my web site design stuff, I have 
folders called text, folders called images and I have the web file folder.  Anything 
that is work-in-progress, like if I have an image that isn’t in GIF format yet which 
isn’t web ready I put in the image folder in the work-in-progress folder so I know I 
have a copy of the image already, all I have to do is just extract it out and put it into 
GIF format and then put into the web ready folder.  It sounds a bit more complex 
then it is. 
 
M: But its your way of managing the information? 
 
D: Yeah its really good because I know exactly where things are. 
 
M: And this process helps you retrieve later when you need to find it again? 
 
D: Yeah it does and it also helps when I am uploading the web ready folder onto the 
Internet, when I FTP which is File Transfer Protocol. 
 
M: Did you say a particular folder, a web folder? 
 
D: You can transfer the whole folder and everything within the folder is transferred and 
so it just makes it a lot easier. 
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M: Are you saying that it helps you…is that in the finding or the managing of 
information? 
 
D: Mainly the managing of it yeah. 
 
M: And does that really help you in anyway you can describe? 
 
D: Well it does but its mainly assistance for when I want to put it on the web because 
there are certain conventions you have to follow.  Like for instance there can’t be 
any spaces in any web files, all web files must be in lower case and the HTML 
pages have to end in the suffix HTML or HTM depending on the ISP’s conventions. 
 
M: Does that act as a constraint though?  Do you need to know the difference between 
HTML and HTM on your files when you are transferring them from the desktop to 
the web, to the Internet? 
 
D: Well you have to know what the ISP uses so then, when you transfer those pages 
back and be viewed on the thing. 
 
M: How did you find out from the ISP that you did this? 
 
D: Two ways.  You go to their site.  Most ISP have instructions on how to upload 
webpages and all that.  In their instructions you can gather whether they are HTM or 
HTML which is basically the same thing you are just not using one letter… 
 
TAPE BROKE OFF 
 
M: Ok just starting the tape again at 6 pm.  You were saying with the ISP Don you were 
saying you could either ring them or…is there any other way; the information goal 
is find out whether the files should be HTM or HTML so that you do it correctly, 
that’s the goal? 
 
D: Yes. 
 
M: Now to bridge that you are saying you either ring the ISP or what other way do you 
get past that? 
 
D: Well when I uploaded my webpages I went into, like Pacific Internet who is my 
ISP, recommends you to download this FTP client called WSFTPP.  I had already 
had it on my system but I didn’t know how to use it so I went to their Internet site 
and it gives you instructions on how to use it and what to do and everything.  And 
from those instructions, you can; you find out if they are HTM or HTML. 
 
M: Can you recall Don when you were doing this process and you were finding out the 
HTM or HTML file format for transfer for FTP, can you recall if on the site there 
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were clear directions, text, icons, anything to get exactly to that particular place to 
find out what to do? 
 
D: There was…I am a bit Internet savvy so I didn’t find any problem whatsoever to 
find the information.  But I do know if someone is not Internet savvy they may find 
it a little bit hard I don’t know. 
 
M: But you yourself found that there was no problem in getting to that specific 
information to find out what to do? 
 
D: No.  And then on the page where they gave the information, they had screen shots 
and everything. 
 
M: Did you find that even though you were saying you were Internet literate, did those 
screen shots actually help you still in the process of finding how to transfer files? 
 
D: Mostly.  Like there was some information they gave that I wasn’t too sure about but 
I just did it anyway and then I just checked when I uploaded my files and 
everything, I…my web browser, I just had a look at my site to see how it was before 
I (inaudible) which they recommended anyway. 
 
M: Ok but the screen shots still overall, do you think they really helped your progress to 
getting to that stage of finding information for uploading? 
 
D: Yeah because with the screen shots they also assisted in finding out (inaudible) the 
HTM or HTML code. 
 
M: HTML and HTM? 
 
D: It tells you which one it uses. 
 
M: So with this whole process of finding information to upload, or finding  correct 
information to upload from desktop to Pacific Internet’s server,  overall did you 
feel that you did obtain the answers you were looking for  to do that? 
 
D: Yeah. 
 
M: You did the find the information? 
 
D: Yeah I found it. 
 
M: Ok and you found that information…well let me ask your opinion.  Did you feel it 
was successful, the outcome was successful you got onto the web? 
 
D: Definitely it was success. 
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M: Let me circle back a moment to…you said that you had a Internet folder.  I know 
we discussed you’ve got several folders within folders, you manage the information 
but did you say you had a…when you go looking for information do you just have a 
general folder where you dump things in initially? 
 
D: Well yeah.  I’ve got a download manager which manages my downloads from the 
Internet and on that you can tell it where to put the things you download.  At the 
moment I have just got one big download folder for all downloads to go to.  I have 
not gone any further in breaking that information down.  I guess you’ve got the hard 
drive as your big folder.   Its called Download Accelerator. 
 
M: Does Download Accelerator help you manage the information in the sense of like, 
do you control, is it an aid for controlling how you download that information? 
 
D: You can because one of the things it has is a resume option so if you bumped off the 
Internet for whatever reason at all and it does happen on occasions.  If you don’t 
have a download manager you go back on-line you have to start the download from 
scratch.  But if you have the download manager it can resume from the point it 
stopped, so if you downloaded at say twenty percent, you can start again at that 
twenty percent downloaded point. 
 
M: Would you say Don that knowing the download is only twenty percent, does that 
help you manage information at all in the sense of downloading information, how 
can I describe this, does it help you in any way achieve a goal that you are doing or 
is it just something else? 
 
D: I am not quite sure what you are asking but I think something else.  It doesn’t really 
help or assist with information (inaudible).  It just managers your downloads so you 
don’t have to start from scratch. 
 
M: How did you find out about this product? 
 
D: Through a search on Cnet. 
 
M: Cnet? 
 
D: It’s a, you can download free software off it.   
 
M: Did you know about that site previously? 
 
D: Yeah.  I downloaded a few things from there. 
 
M: How is that site generally? 
 
D: Good. 
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M: Ok. 
 
D: It not only gives you the downloads but also reviews on hardware and software. 
 
M: Reviews? 
 
D: Yes. 
 
M: Ok well let’s look at the reviews for a moment that you can recall.  Do you go into 
that site seeking specific information or just a general look? 
 
D: A general look. 
 
M: But the reviews do they help you find further information? 
 
D: The reviews are just someone’s opinion of something.  You can take it or leave it I 
guess.  But its good to have the information there. 
 
M: When you say its good to have that information there, does it help you in anyway? 
 
D: Well I’ve not based (inaudible).  When Microsoft ME came out… 
 
TAPE STOPPED 
 
M: Ok just starting the interview again at 6.15 pm.  Ok Don, can you think  of 
another moment where you went onto the Internet to find any sort of  information 
please? 
 
D: I mainly go on for chats.  When I first started on it I did a search for gay, lesbian 
and disabled. 
 
M: Ok. 
 
D: Just to see if there was any information out there. 
 
M: Did you do this through a search engine? 
 
D: Through quite a few search engines like AltaVista, Excite, HotBot, Yahoo. 
 
M: You just typed in those particular terms? 
 
D: Yes. 
 
M: And did you find any information in particular? 
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D: Not really.  From memory I think it was all health stuff.  I wasn’t really looking for 
health stuff I am looking for just, like sexuality type stuff not health. 
 
M: Could you elaborate on this please? 
 
D: Health as in self-esteem and all those sort of health issues nothing to do with sex 
and I thought what was just out there that everyone thinks that people with 
disabilities are asexual.  Health is only concerned (inaudible). 
 
M: What sort of information where you after? 
 
D: I wanted to see if there was a chatroom or E-Mail list.  I was wanted to see if there 
was a personal advertisement space.  I did find an E-Mail list which I joined.   There 
is a magazine in San Francisco called Able Together. 
 
M: Able Together? 
 
D: But that has since disbanded but the list is still there but I hardly ever read it because 
its American issues. 
 
M: So your information need was not about health issues? 
 
D: No I didn’t want to find health stuff. 
 
M: But defining sexuality issues, disabled, gay and lesbian disabled sexuality issues is 
that more to the point? 
 
D: Yes its kind of like health.  But for me I wasn’t looking for health. 
 
M: When you were looking for this information that you were hindered in anyway from 
finding what you were after?  Anything constraining you? 
 
D: Well the lack of information out there I guess and probably if there was information, 
because they did have this kind of discussion on the E-Mail list and I did read that 
discussion.  The use of words, like gay, homosexual, bent, queer could be under any 
of them.  So there are just lots of different words you can use. 
 
M: Did you use a particular combination of words? 
 
D: I only used gay and lesbian.  I may of used homosexual male but that was the only 
words I used.   
 
M: Did you find that doing it that way constrained you from finding out what you 
want? 
 
D: I just think the main constraint was there was no information out there to find. 
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M: How did you feel when that situation occurred? 
 
D: Probably a little bit disappointed as I felt there would be something out there. 
 
M: Could you describe any particular emotion about being constrained? 
 
D: Not really because it was a year ago. 
 
M: That’s ok. 
 
D: That’s not quite true. 
 
M: Not true? 
 
D: I have trouble remembering emotions I felt a couple of weeks ago let alone a week 
ago. 
 
M:  And that includes when you go onto the Internet to seek information, you can’t 
always…although you did, circling back a moment, you did say some emotions 
before which were great. 
 
D: Well if I don’t find something I…most times I think that’s life. 
 
M: But in this case with searching for the gay and lesbian disability sexuality, using 
those combinations of words you did not really, you are saying, find or not find 
anything? 
 
D: I found some things but not what I was really looking for.  I think there was 
something on bisexuality but I didn’t want to read about that. 
 
TAPE STOPPED 
 
M: Ok starting the tape again at 6.25 pm.  Don we have just discussed an instance 
where you are being constrained from finding information.  Can we go to another 
moment where you are searching for information on any topic that you can recall? 
 
D: I’m a big science fiction fan, I love science fiction, so I did science fiction searches 
on the Internet.  I looked for a variety of things like Gene Rodenberry’s Earth Final 
Conflict as that had only started on Foxtel and I wanted to find some information 
about that.  Doctor Who too.  I always remember I was looking for fan clubs of 
Doctor Who so I constrained my search to Australian sites which you can do in 
Yahoo but they would only ever give me the Australian fan club which was based in 
Sydney.  I didn’t want that one particularly. 
 
M: Did you feel…sorry I will let you finish. 
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D: I went into that site anyway and they had a Brisbane fan club link.  I said why the 
hell didn’t I find it in my search.  Then I immediately thought fantastic there is a 
Brisbane based fan club.   So I went there, had a look and you could E-Mail the 
secretary and asked him when the next meeting was on and everything and yeah I 
went from there. 
 
M: Did you feel constrained though by putting in your option for Dr Who Australian 
sites using the Australian sites option, did you feel that limited you from finding out 
information about Dr Who? 
 
D: It probably did but I was after a particular thing, I was after a Brisbane fan club.  I 
didn’t want things that were happening with Dr Who over in England or the States.  
I was after particular things and I found it. 
 
M: So your information need was to find out about Dr Who related material for 
Australia only? 
 
D: Yeah, the Dr Who fan club for Australia only. 
 
M: But you were not specifically looking for any Brisbane connections? 
 
D: Yeah. 
 
M: Ok did you try using the words Brisbane with Dr Who? 
 
D: Yeah I did and I got nothing.  So I just did Dr Who Fan Club and constrained it to 
Australia only and got the Victorian branch and a South Australian branch.  Then I 
thought why isn’t there a Brisbane or Queensland branch? 
 
M: Were you successful on finding on that particular web site, was it explicitly there for 
you to go to? 
 
D: Yeah they have on the Australian fan club site they have other useful links.  So I 
went there.  They had the Victoria, the South Australian, they had a Tasmanian 
group, they had a Perth group and a Brisbane one so I went there. 
 
M: Did you find the answers you were looking for? 
 
D: Yep. 
 
M: And how did you feel when that situation occurred when you were typing in Dr 
Who Brisbane or… 
 
D: Well at first I was a little bit peeved because I knew there was a Dr Who fan club in 
Brisbane.  I watched the Dr Who movie a couple of years before and at the end they 
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did have a Brisbane Dr Who fan club but it was so quick that I didn’t have a chance 
to write it down.  Then I kind of forgotten about it for a couple of years but 
suddenly remembered again and did that search.  The only reason I can think of on 
why it didn’t come up when I did the Brisbane search only is that they didn’t 
register with Yahoo or whatever search engine. 
 
M: And you are saying they didn’t register? 
 
D: Yeah. 
 
M: Did that actually hinder you in finding specific information? 
 
D: Well at first it did because I had to go to the Australian fan club instead.  I felt a 
little bit frustrated because I knew the Brisbane fan club was out there.  I was 
hoping it hadn’t disbanded and I had missed it completely but they had the link in 
the Australian fan club site. 
 
M: When you searched for this information on Dr Who do you feel that you obtained 
help in your overall task?  Your overall task was to find what about Dr Who? 
 
D: If there was a Brisbane fan club.  I didn’t care about anything else at that stage I 
only wanted that. 
 
M: And the Australian fan club web site helped you find that information? 
 
D: Yes. 
 
M: That acted as the bridge? 
 
D: Yes. 
 
M: What would you say Don that you were trying to accomplish in this whole process 
of information seeking? 
 
D: Well my main accomplishment which I did achieve was to find the site, find the E-
Mail address, contact them and just find out when and where the meeting was. 
 
M: So you were after the process was, you were after contact with those people? 
 
D: Yeah. 
M: Ok like you said you didn’t try any overseas sites just Australian? 
 
D: Australian but I would of tried overseas sites I guess afterwards but there was no 
need to I found what I was after. 
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M: Can you recall in general how much information about Dr Who you found through 
the Brisbane site? 
 
D: A lot because they also had links to other useful Dr Who sites.  Once I found the 
information I was after I started to go through those links. 
 
M: Did those links help or hinder you in anyway from finding further information about 
Dr Who? 
 
D: They helped me a lot.  There was information about the movie, the series.  But I 
didn’t realise what I was after until I found it. 
 
M: But those links still helped you obviously find more information as it came to you? 
 
D: Yeah. 
 
M: And that helped you in the overall task of finding out about Dr Who. 
 
D: Yes.  The links gave you a run down on the assistants Dr Who had and the books 
that had come out. 
 
M: Did you collect any of this information in any form, bookmarked those pages or 
keep the URL’s? 
 
D: I bookmarked them.  The episode guide I actually wrote down because back in 
about 1982 I think it was I wrote away to BBC for Dr Who stuff.  They sent me a 
postcode which I adore.  They gave me a list of the Dr Who episodes but they were 
only till 1975. 
 
TAPE BROKE OFF 
 
M: Ok we are starting the interview at 6.37 due to the other tape finishing.  I just 
wanted to follow up we were talking about how you got the episode guides. 
 
D: When I found the Internet episode guide I actually wrote it down so I knew the 
episodes where coming. 
 
M: Has that particular site helped you find information about Dr Who? 
 
D: It also gave you a synopsis but I didn’t watch them. 
 
M: But do you still think the synopsis helped you find out about each show? 
 
D: Yeah but I gave them a quick glance.  It would tell you who starred in it and the 
creatures.  It would give you who produced it and the writer of it. 
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M: So it helps you when you have an information need in regards to finding out specific 
bits and pieces? 
 
D: I am a big Dr Who fan so any information is just great.  I don’t care what it is. 
 
M: Through that process you found most of the information you were after? 
 
D: Yeah. 
 
M: And how did you feel once you got to that point where you found a lot of 
information about it and you bookmarked it how did you manage it? 
 
D: With my bookmarks what I did was I bookmarked them. 
 
M: Ok.  Do you get information from books rather than the Internet? 
 
D: No I was getting my Dr Who information from many places.  The fan club sent out 
a letter which helped. 
 
M: Ok well thank you very much for your time today Don.  I am closing the interview 
at 6.42 pm. 
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